Rev.#1
#3679

Sponsor:

Council
Member
Brown

SUBSTITUTE NO. 1 TO ORDINANCE NO. 12-034

AN ORDINANCE TO AUTHORIZE CONTRACT PS12016, ALARM
REGISTRATION AND MANAGEMENT SERVICES, WITH XEROX
STATE AND LOCAL SOLUTIONS, INC.

WHEREAS, pursuant to Sections 2-308 and 8-200 of the City Charter,
the City of Wilmington (“City”) is authorized to enter into contracts for the supply of
property or the rendering of services for more than a period of one year if approved by
City Council by ordinance; and

WHEREAS, the City intends to obtain alarm registration and
management services; and

WHEREAS, the City has publicly advertised a Request for Proposals for
Contract PS12016, Alarm Registration and Management Services (“the Contract"), for
such services in accordance with the City Charter; and

WHEREAS, the term of the Contract shall be for a period of three (3)
years, with an option to renew for 2 years, beginning upon execution hereof, at a price

tiered as a percentage of registration fee revenue as follows:

City Revenue Fee
$0-$200,000 50%
$200,001-$250,000 45%
$250,001 and up ' 40%: and

WHEREAS, the multi-year provisibns have been included in the Contract
in order to provide for continuity of service, more favorable pricing, and to minimize

disruption; and




WHEREAS, after a thorough review of the proposals submitted, it is the
recommendation of the Finance Department that the Contract, a copy of which is
available for inspection in the Division of Procurement and Records of the Finance
Department and a copy of which is attached hereto as Exhibit “A”, be entered info with
Xerox State and Local Solutions, Inc. ("the Contractor").

THE COUNCIL OF THE CITY OF WILMINGTON HEREBY ORDAINS:

SECTION 1. Confract PS12016, "Alarm Registration and Management
Services,” between the City of Wilmington and Xerox State and Local Solutions, Inc., a
copy of which is available for inspection in the Division of Procurement and Records of
the Finance Department, for a period of three years is hereby approved, and the Mayor
and City Clerk are hereby authorized and directed to execute as many copies of said
Contract, as well as all additional undertakings related thereto, as may be necessary.

SECTION 2. Effective Date. This Substitute Ordinance shall be

effective upon its passage by City Council and approval by the Mayor.

First Reading . . . .. June 7, 2012
Second Reading . . . June 7, 2012
Third Reading . . . .. August 23, 2012

Passed by City Council, August 23, 2012

ATTEST: Y\/\_M/«M./ ﬂ.&tﬂfﬁ’

City Clerk: 7




Approved as to form this
}6 day of July, 2012

7 nedliA

Assistant City Solicitor

Approved this. 2] day of ﬁ%uL 2012

For Marer Biker

SYNOPSIS: This Substitute Ordinance authorizes the City to enter into Contract
PS12016, Alarm Registration and Management Services, with Xerox State and Local
Solutions, Inc. ("the Contractor"), for a period of three years, with one possible
extension of 2 years. The City shall pay the Contractor a percentage of revenues as

follows:

City Revenue Fee
$0-$200,000 50%
$200,001-$250,000 45%
$250,001 and up 40%
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IMPACT STATEMENT

This Substitute Ordinance authorizes the City to enter into Contract PS120186,
Alarm Registration and Management Services, with Xerox State and Local
Solutions, Inc. ("the Contractor"), for a period of three years, with one possible
extension of two years. The City shall pay the Contractor a percentage of
revenues as follows:

City Revenue Fee
$0-$200,000 50%
$200,001-$250,000 45%

$250,001 and up 40%
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THIS AGREEMENT, made the day of in the year Two
Thousand Twelve by and between the City of Wilmington, a municipal corporation of the State of
Delaware, acting through the agency of the Depattment of Finance, Division of Procurement and
Records, patty of the first part (hereinafter designated the Owner), and Xerox State and Local

Solutions, Inc., party of the second part (hereinafter designated the Contractors)

WITNESSETH, that the Contractor, in consideration of agreements herein made by the
Owner, agrees with the Owner as follows: '

Article 1. The Contractor shall and will furnish and deliver pet specifications, on contract
P312016 “Alarm Registration and Management Services” for the Department of Finance in
accordance with Advertisement for Bids by the Department of Finance, Division of Procurement
and Records date 3/15/12 & 3/20/12 and specifications identified as Contract No. PS12016 by the
signatures of the parties hereto, are, together with the said Advertisement for Bids, Instructions to
Bidders, Forms of Proposal, and/or other documents pertinent thereto, hereby acknowledge and
incorporated into these presents and are to be taken as a part of this Contract.

Atrticle 2. It is understood and agreed by and between the parties hereto that the amount of
this Agteement is as follows: Xerox will charge a tiered price on the total program revenues

generated. The proposed tiered pricing is as follows:

City Revenue Xerox/ACS Fee
$0-$200,000 50%
$200,001-$250,000 45%
$250,001+ 40%

A. Xerox will be authorized to mail a minimum of three (3) notices to cach delinquent
account.

B. Xerox will be authotized to utilize outbound calling to support the collection of
higher balance accounts (i.e., balances of $250 or greater)

C. Annual funding in the amount $175,000 or greater will be budgeted for the False
Alarm Billing Program.

EXHIBIT “A”




This Agteement shall be valid for three (3) veats, with the option to renew for one two (2

years option contingent upon funding and approval of City Council, as per Proposal dated

4/3/12 submitted to the Depattment of Finance, Division of Procutement and Records.
Article 3. In the performance of this Contract, the Contractor shall not discriminate or

permit discrimination against any person because of his race, color, religion or his national origin.

Article 4. This Agreement shall bind the heirs, executors, administrators, successors and
assigns to the respective parties hereto. The totality of this agreement shall consist of this
document, the Terms and Conditions attached heteto as Exhibit A, the Proposal attached
hereto as Exhibit B, and the Request for Proposals attached hereto as Exhibit C. In the
event of a conflict between or among the documents, this document shall be controlling. In
the event of conflict between or among the attached documents, the Terms and Conditions

shall be controlling, foliowed by the Proposal, followed by the Request for Proposals.

In witness whereof the party of the first part has, by recommendation of the Director of the
Finance Department, the hand of James M. Baker, the mayor, and the corporate seal of the City
of Wilmington, attested by the City Cletk, to be hereunto affixed; and the party of the second patt
has caused the hand of its’ President, (or his authorized tepresentative) and its’ corporate seal,

attested by the Secretary or assistant Sectetary, to be hereunto affixed.




Dated the day and year first above written in the City of Wilmington, County of New Castle, State

of Delaware.

Signed, Sealed and delivered
in the presence of:

Witness

Witness

Approved as to Form on this ha(_

, 2012

Dayof _J o ("J y
i
Assisfant City Solicitor

THE CITY OF WILMINGTON

B

y:
James M, Baker, Mayor

ATTEST:
City Clerk

XEROX STATE & LOCAL SOLUTIONS, INC.

By:

President (Seal)

ATTEST:

Secretary




CITY OF WILMINGTON GENERAL TERMS AND CONDITIONS
TO THAT CERTAIN AGREEMENT BETWEEN
XEROX STATE AND LOCAL SOLUTIONS AND THE
CITY OF WILMINGTON DATED JUNE 14, 2011
(the Agreement as supplemented by these General Terms and Conditions shall hereinafter be

referred to as the “Agreement”)

1. Insurance Coverage. Xerox State and Local Solutions, Inc. (“Contractor”) shall provide
insurance coverage for itself and all of its employees, if any, used in connection with this
Agreement as follows: workers’ compensation as required by law; comprehensive general
liability coverage for personal injury, including death, and property damage in the minimum
amount of One Million Dollars ($1,000,000.00); and automobile liability insurance in the amount
of One Million Dollars ($1,000,000.00). Such policies shall be issued by a financially sound
carrier and/or carriers and shall be subject to the reasonable approval of the City. Contractor shall
provide the City with a certificate of insurance evidencing the above-stated coverage and naming
the City as an additional insured.

2. Use of Subcontractors. Contractor may not use any subcontractors to perform the
services required under this Agreement without the approval of the City,

3 Discrimination. In the performance of this Agreement, the parties agree that they shall
not discriminate or permit discrimination against any person because of age, sex, marital status,
race, religion, color, or national origin.

4, Indemnification, Contractor shall defend, indemnify, and hold harmless the City, its
employees, agents, and officers, from and against actual damages, actions, liabilities and expenses,
including reasonable attorney's fees, resulting from the negligent acts or omissions of Contractor,
its employees, subcontractors, or subContractors in performing the services required under this
Agreement. Conitractor shall not be liable for indirect, consequential, exemplary or punitive
damages, regardless of the form of action, whether in contract, tort or otherwise, and even if it has
been advised of the possibility of such damages.

5. Records. Contractor shall maintain accounts and records, including personnel, property,
and financial records, adequate to identify and account for all costs pertaining to this Agreement
and such other records as may be deemed necessary by the City to assure proper accounting for all
project funds. Such records shall be made available for audit purposes to the City or its
authorized representatives upon request. This provision shall not be construed to provide access
to Contractor’s proprietary financial data or expense related information.

6. Reports and Information. Contractor, at such time and in such form as the City may
require, shall furnish the City such reports as the City may request pertaining to the work or
services undertaken pursuant to this Agreement.

7. Business License. Contractor shall obtain and/or maintain an appropriate business
license from the City of Wilmington Department of Finance.




8. Taxes. Contractor shall withhold, if applicable, City of Wilmington wage taxes from the
compensation of its officers, agents and employees as required by the City of Wilmington wage
tax law.

9. Findings Confidential.  Any plans, designs, reports, analyses, specifications,
information, examinations, proposals, illustrations, copy, maps, graphics, slides, and documents
prepared, assembled, drafted or generated by Contractor under this Agreement are confidential,
and Contractor agrees that such documents shall not be made available to anyone, without the prior
written approval of the City.

10.  Ownership and Use of Project Information. Except for preexisting Intcllectuat
Property, any drawings, plans, designs, reports, analyses, specifications, information,
examinations, proposals, brochures, illustrations, copy, maps, graphics, slides, and documents
prepared, assembled, drafted, or generated by Contractor in connection with this Agreement shall
become the exclusive property of the City for use by the City as the City deems appropriate.
Contractor may keep copies of such documents for its records and may use any non-City
information generated by Contractor within the project documents as Consult deems appropriate.
Any preexisting intellectual property associated with Contractor’s delivery and performance
hereunder is owned by Contractor or its Subcontractor and unless specifically granted herein,
Contractor and/or its Subcontractor reserves all rights in such intellectual property. Nothing in
this Agreement shall be construed to support Contractor’s engagement under a “work-for-hire”
agreement for purposes of generating a new creative work for which there exists a new and
independent copyright interest.

11. Notices

Any notice which is required or may be given in connection with this
Agreement shall be addressed to the parties as follows:

The City:

Laura Pappas

Finance Director

City of Wilmington

800 N. French Street, 6" Floor
Wilmington, Delaware 19801

Contractor:

Xerox State and Local Solutions, Inc.
12410 Milestone Center Dr.
Germantown, MD 20876
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12.  Independent Contractor. Contractor (and its employees and agents) is an independent
contractor and not an employee or agent of the City.

13.  Oral Modifications. This Agreement may not be changed orally, but only by an
agreement in writing and signed by both parties.

14.  Conflict Between Provisions. To the extent that there is any conflict between these
General Terms and Conditions and other portions of the Agreement, the terms set forth in these
General Terms and Conditions shall govern.

15.  Forum. All claims, disputes or other matters in question between the patties to this
Agreement arising out of or relating to this Agreement or breach thereof shall be resolved
exclusively by a court of competent jurisdiction located in New Castle County, Delaware.

16.  Severability. The Agreement is intended to be performed in accordance with and only to
the extent permitted by all applicable laws, ordinances, rules and regulations. If any provision of
this Agreement or the application thereof to any person or circumstance shall for any reason and to
any extent be invalid or unenforceable, the remainder of this Agreement and the application of
such provision to other persons or circumstances shall not be affected thereby, but rather shall be
enforced to the greatest extent permitted by law.

17.  Successors and Assigns. This Agreement, and all the terms and provisions hereof, shall
be binding upon and shall inure to the benefit of the City and Contractor, and their respective legal

representatives, successors, and assigns.

Laura Pappas, Director Date
Department of Finance

For the City of Wilmington

Jeffrey Rockett Date

For Xerox State and Local Solutions

Approved as to form:

L WW 01

Assistant City Solicitor




City Contract PS12006

Alarm Registration and Manageiment Services
PDue Tuesday, April 3, 2012

Submitted by Xerox State & Local Solutions, Inc.
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Partions of this proposal may cont that is the sole property of Xerox State
& Local Solutions, Inc. This proprietary information shail not be duplicated, used, or disclosed in whole or In part for
any purpose except in the procurament process. Release of Proprietary and Confidential Information will place
Xerox at a compelitive disadvanfage in fufure procurements. In the event that a third-party makes a request
for disclosure, please notify Xerox immediately in writing so that we will have an opportunity to participate in any
disclosure discussions,

1.

©2012 Xacox Coiporation. AN Rights Haserved. XEROX® and XEROX #nd Design® are frademarks of Xerax Comporation in the
Wnftad Statas and/or other countiies.




Aprii 3, 2012

City of Wilmington, Delaware

Div. of Procurement & Records, 8th Fl., Louis L. Redding Bldg.
800 French Street

Wilmington, DE 19801

Atn: Tina Remano-Austin, Purchasing Agent

RE: RFP for City Contract PS12006 — Alarin Registration and Management Services

Dear Ms. Romano-Austin:

Xerox State & Local Sclutions, Inc. (Xerox) appreciates the opportunity to provide a
response to the City of Wilmingten’s Request for Proposal (RFP) for City Contract
PS12006 — Alarm Registration and Management Services, We offer you a Team and
solution fully prepared to mairitain and manage the City’s false atarm billing program
consistent with the City’s alarm ordinance. As the incumbent vendor, we are
committed to operating, processing, and maintaining your Alarm Registration and
Management System (ARMS) in accordance with the City’s requitements.

To provide Wilmington with the solution you seek, Xerox will subcontract with a well-
qualified team of experienced personnel and subcontract to Public Safety Corporation
for the CryWolf® system. The Xerox Team we present in our response is capable of
providing cutstanding customer service, continued services and equipment as requested
in this RFP.

Qur Team brings the depth of resources and financial capability necessary to deliver
the best overall value with no risk of conversion to the City. I want to personally extend
my gratitude for considering Xerox as a continued partner. I you have any questions
regarding our proposal, please do not hesitate to contact me at

{630} 632-5363 or email at barbara roberts@acs-ine.com.

Sincerely,
Wyﬁw

Barbara Y. Roberts
Vice President
Strategic Business Development

Xerox @,V

Barbara Y. Raberts

Vice President

Strategw Business Development
Xeiox Stote & Locat Selutions, [nc.

16010 Lerita Drive
Huntley, [L 60142

Barbarg Roberts@ags-inccom
tel 6306325363
fax 815923731




City of Wiimington Azrm Registration and Management Services
City Cantract P512006 Technical and Price Propesal

A. Executive Summary

Xerox State and Local Selutions, Inc. {Xerox) offers Wilmington unparalleled corporate experience and
qualifications to implement and manage the tasks required for a highly cffective false alarm
administration program. Xerox is committed to providing the City with a superior solution that meets all
of its alarm registration, billing and collections, customer service, and alanm administration needs. We
have proudly supported the City of Wilmington since 2007 (as ACS State & Local Solutions, Inc.) and
look forward to continued uninterrupted service with no risk of transition or turnaver costs. Qur solution
offering is used across Delaware at the state level and in nearby New Castle County to enable consistency
of operation, local customer support, and quick customer service to meet the City’s needs.

As 2 core part of this proposal, we are proud to offer Wilmington the leading alarm registration and false
alarm management technology in the industry, CryWolf®. This patented technology has been chosen by
more than 220 agencics supporting more than 450 cities and counties throughout the United States and
Canada. CryWolf® also has already interfaced with the Computer Aided Dispatch (CAD) system that
Wilmington uses. Our experience and offerings are unmatched and will provide the City a superior
solution for the Alarm Registration and Management Services (ARMS) program.

The Xerox Difference — We Understand Wilmington’s Needs

In major cities and counties, police department sesources are unfortunately scarce. When combined with
the demand for services created by the special needs of Cities such as Wilmington, governments
continually ask police departments to do more with less.

In this context, non-emergency calls for service, such as false alarms, decrease the amount of time that
police can spend responding to true emergencies and reduce the number of officers that can work
proactively to prevent crime from cceurring.

Unfortunately, the number of false alarms that police must respond to has increased in recent years.
Recognizing the impact that false alarms can have on police resources, the City has resolved to
institutionalize a program for the management of Wilmington's alarm systems by enacting a well thought
out ordinance for both the registration of alarms systems and providers and for enforcing the civil fine
provisions targeting individuals and companies with excessive false activations. Xerox is the right partner
for the City to address the problem of false alarms in earnest.

For over 30 years, Xerox has been a premier provider of data processing and customer services to cities
and countics across the country. In every case, Xerox has increased collections and efficiency, allowing
each of our existing clients to generate increased net revenue. Xerox continues to be the largest
transaction processor for state and local governments in the country. Xerox has extensive experience in
the design, development, testing, training, implementation, and operation of large-scale data processing
systems, Additionally, we have comprehensive experience with a large scale alarm registration and false
alarm management program in nearby Philadelphia.

We have a track record of helping cities and counties to increase thejr service levels, expand the use of
innovative technologies, and increase revenue collections on a risk-free basis—Xerox will obtain
payment exclusively from the revenues we help generate. We don’t have hidden fees such as
reimbursement of supplies, paper, toner, and postage which enables the City to predict and budget its

The contants of this prapose! are subject to the disclosure

xe rox ﬁ. slatement an the title page of this proposat. : April 3, 2012
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revenucs and costs associated with the program. There are no upfront systems development, licensing,
transition, conversion, or equipment costs. Xerox will continue to purchase, configure, install, and
customize everything Wilmington needs as we do today.

Since 1994, Xerox has operated a systcm similar to the one proposed for Wilmington in Philadelphia,
Philadelphia’s program has helped the city reduce the number of false alarm calls that it receives
annually. As shown in the following chart, the number of faise alarms as a percentage of overall call
volume in Philadelphia has been below three percent of overall call volume from 2008-2611, At the same
time, Xerox has helped Philadelphia recoup over $5 million of its costs annually through the collection of
fincs and alarm registration fees,

City of Philadelphia 2008-2011

! Number of 811 Calls
:: Number of False Alarm Calls

13,113,064 | 3,070,403 - 3.000,932 | 3,037,803
83875 63857 (78632 | 73.525

2.8% ' 2.7% ©2.6%  2.4% i

} Total Alarms as @ Percentage of All Galls

User tracking ard database maintenance, Systemn users can track registration locations, registration
holders, and non-registered locations through the system’s “point and click” user interface. Outstanding
charges are automatically tracked for all accounts regardless of registration. Data stored in the system can
be searched electronically by a variety of fields including, but not limited to, registration status,
registration number, name, address, and type of glarm.

Seamless integration of computer interfaces. Wilmington requires extensive, flexible interfaces and
information exchange capabilities. Xerox has more experience building, using, and maintaining interfaces
in support of violations processing than any other vendor. We have completed the required interfaces for
this project and will continue to update information exchange capabilities as the City’s needs evolve.

Automated generation of violation uotices {0 alarm users. Our solution is currently configured to
Wilmington's specific business rules and automatically generates notices of false alarm events and
invoices for excessive activations in the amount detailed in the City’s ordinances and regulations. In
addition, our system maintains critical account information for every account including; outstanding
balances, reason for registration issuance denial, or the suspension of an account st the request of the City.

Proven collection techniques. With more than 16 million violations processed annually, Xerox is the
proven industry leader in violation processing and collections. Our solution includes a variety of
techniques to help the City collect fines including; multiple and varied noticing, “skip tracing” of bad

 addresses, and other targeted collection techniques.

Production of management reports. The City receives a variety of management and tracking reports
that are produced by our system. For example, reports can be generated that sort alarm data by a variety
of categories including; new alarm registrations, annual renewals, number of activations, user address,
police area, alarm company, and age of outstanding fees and fines. The system can also generate
individual account histories that include payment dates and all actions taken regarding an individual
account.

Tha conlents of this propasal are subfect to the disclosure
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City of Wilmingion Alarm Registratior: and Management Services
CHy Contract P512006 Technical and Price Proposal

Comprehensive marketiog and public service information. Public education and awareness is a key
component to generating public support for the City’s ARMS program. Xerox has collaborated with
Wilmiagton to educate the public about the false alarm program. Today the public and businesses are
supportive and excrcisc a hiph degree of compliance,

Adjudication and hearing support. Our service offering contains a fully integrated hearing and appeal
system that aflows for the adjudication of any action for any account.

Added fcatures include:

¢ [oteractive voice response system. When citizens have questions, they want to be able o call
and obtain prompt and accurate information. Xerox supports this not anly with skilled customer
service representatives, but with telephone technology that will provide a caller information about
the ARMS program including; registration information, City policies and procedures, and the
false alarm fine schedule. This service ig available on a 24/7 basis.

s Web site with payment of activation fees and general program information. Xerux accepts
over $50 million in annual citation payments over the Web. For Wilmington, we integrated our
proven, real-time, Pay-by-Web system directly into the existing City Web site so that citizens can
pay their activation fees from their Web-browser on a 24/7 basis. Through this Web site, citizens
will also have the ability to print registration applications, as well as submit applications online.
They can verify their address information and update it as necessary. Citizens can also check the
status of their alarm account, payments made or required, and renewal date. This site provides
general information on fine structure, police response, appeal process, education issues, and other
topics related to the City’s alarm ordinance. Also, the Web-enabled CryWolf® technology is
currently being used to provide limited access to monitoring companies via the Web,

A Team with National Experience and Understanding of the
Current Technologies

We are proud to offer a comprehensive solution to meet Wilmington's alarm registration and management
needs. CGur team brings together the best companies in the industry to provide the City with a state-of-the-
art solution.

Xerox State & Local Solutions, Inc., previously ACS State & Local Solutions, was originally founded in
1981 and has firmly established itself as the nation’s leading provider of diversified processing services
and information technology solutions to governments and commercial clients. Xerox State & Local
Solutions, Inc. offers the stability, security, and extensive corporate resources needed to provide our
clients with a comprehensive parking proposal. Xerox’s extensive resources include industry-leading
inivestment into research and development, which was $150 billion in 2010. A portion of this investment
will now be devoted to developing the next generation of intelligent local government solutions. Xerox's
experience and expertise helps us provide our clients with several distinct advantages characterized by:

Our selected Wilmington ARMS staff combines unparalleled experience in the design, development,
testing, training, implementation, and operation of large-scale data processing systems. This project will
have the support of individuals whe have extensive knowledge of government processes, problem solving
experience, and proactive management foresight to manage our service delivery solution.

The contenits of this proposal are subjeot (¢ the disclosure
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Alarm Registration and Management Services City of Wimington
Technical and Price Proposal City Contract PS12006

AQT Public Safety Corporation (PSC) PSC js headquartered in Waldorf, Maryland, a suburb of
Washington, DC. In addition to our corporale headquarters, we also have staff located in the San
Francisco, California; Denver, Colorado and Durham, North Carolina metropolitan areas.

Most administration and support services will be provided from our Waldor, Maryland office. PSC
currently employs forty-two {42} staff, all of whom are involved in alarm administration operations and
administration. All preposed alarm administration and alarm system development services will be
performed 100% by PSC staff. In addition, all of our alarm administration and systems development
services are performed by PSC personnel located within the United States. '

PSC has a wealth of relevant experience related to the planning, design, construction, installation, and
operation of large-scale false alarm reduction programs. This experience demonstrates our ability to
perform the services required by the Wilmington.

As shown in Figure 1 below, CryWolf has been chosen by more than 220 agencies serving approximately
450 cities, counties, and other municipalities throughout the United States and Canada. These agencies
range in population up to nearly 4,000,000, and process as many as 106,000 falsc alarms and more
annually.

Figure 1. National CryWolf Clients,
PSC’s 210 clisnts support 450 cities, counties and other jurisdictions

The conlents of this proposal are subjaci (o the disclosure
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City of Wilmingion Alarm Registration and Management Services
City Contract P$12006 Technical and Price Proposa:

P3C’s large client community benefits Wilmington in scveral important ways. The clicnis drive a robust
system cithancement program that has resulted in many new system features over the last five years. All
CryWolf chients receive these updates at no additionat cost. FSC’s alarm administration clients also
comprise a large users group with similar objectives and falsc alarm reduction issues. Members of this
group regularly communicate among themselves througt PSC sponsored newsletters, the Web, and an
annual Users Group meeting to sharc technology ideas, unique approaches and discuss upcomming program
enhancements. The most recent annual CryWolf Users Group meeting was held in San Antonio, Texas on
April 5, 2011. As in past years, the Users Group meeting was scheduled at the same location and
immediately preceding the annval meeting af the national False Alarm Reduction Association (FARA)Y

Xerox has designed an operation that meets Wilmington’s requirements and comrmits to continued high
levels of customer service to reduce the number of false alarm calls responded to by police officers
annually. We look forward to continuing our partnership with the City to successfully deliver this
progratn while realizing improvements benefiting customers, staff, and the perception of City services.

B. Scope of Work

Wilmington seeks an Alarm Registration and Management Services (ARMS) solution that offers a
customized system that will gather data on all existing alarm systems, monitor and report false alarms,
issue violations, collect false alarm fines, issue vegistration forms and alarm identification numbers,
and maintain records. The proposed CryWolf® technology nieets and exceeds the City’s requirements
and is tatlored 1o the City's needs.

Wilmington seeks a vendor that will provide a complete, turnkey solution for its ARMS program. Our
solution uses proven, state-of-the-art technology, and is operated by an arganization with extensive
experience in the design, development, testing, training, implementation, and operation of large-scale data
processing systems.

Xerox, the world leader in outsourced government services, has teamed with AOT Public Safety
Corporation (PSC), developer of the nation's leading false alarm registration and alarm management
system technology, CryWolf®, to offer Wilmington unparalleled experience and expertise in operating
Wilmington’s false alarm management program.

Wilmington requires & proven false alarm management system that is designed to support its requirements
and false alarm volumes with a database design and application software that can be rapidly deployed,
and can easily adapt to future operationai and ordinance changes. The City also requires a system that
accurately manages alarm permits/registrations, properly accounts for financial transactions, efficiently
handles unregistered alarms, and readily interfaces with other existing Wilmington systems. These
attributes are necessary to ensure a successful false alarm reduction program that provides prompt and
efficient service to the citizens of Wilmington. Xerox’s solution directly conforms to Wilmington’s needs.

Atthe core of our service offering, Xerox is pleased to offer Wilmington the leading technology in alarm
management, CryWolf®, This proven, patented (U.S Patent No, 6,856,246) technology provides all of
Wilmington's functional and operational requirements today. This means that the technology is installed,
and the ARMS program is fully operational, without the technical, conversion or transition risk associated
with bringing in 2 new vendor system.

The contents of this aroposal are suhject fo the disclosure
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Alarm Registration and Management Services City of Wilmington
Techinical ang Price Proposal City Contract PS12006

Xerox looks forward to the opportunity of continuing to provide all the services and functions required to
manage the Wilmington ARMS program. We have extensive experience in managing Wilmington’s
specific tasks required to ensure its highly effective program.

Xerox's approach for managing the ARMS program is based on our experience, including; resources
dedicated to the project; project management tools; our longstanding partnership with the City and the
State; and onr commitment to continuous quality improvements, Xerox’s approach to management during
the ongoeing operation is as follows:

« Emphasis on high quality Customer Service
» Effective commutiication between Xerox and ageney project manager

« Continuous performance monitoring and quality control

Customer Service

Xerox focuses on Customer Service to establish realistic baselines for performance, a management
infrastructure that js established and proven, and continuous performance monitoring control.

In partnership with Wilmington, Xerox provides a reliable, cfficient, and effective solution that:

»  Quickly responds to customer service requests

s Provides due process to citizens contesting their false alarm notices

» Increases authority revenues

» Supports the efficient and effective use of City staff

»  Improves the cost effectiveness of services

¢ Evolves and progresses into new services, technology, and system solutions

» Enhances program credibility
Effective Commmunication

Our management infrastructure responds to client needs and leverages the skills and experience of the
Xerox team. The following sound management principles underlie our proposed management
infrastructure;

+  Asgign single point responsibility for each functional area

» Minimize management lzyering to enhance responsiveness

s Maximize resource utilization

» Maintain flexibility to quickly adjust resources and meet changing contract requirements
* Develop and maintain clearly defined lines of responsibility and authority

¢ Avoid costly duplication of effort
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Our project manager, Kristin Walsh is responsible for cstablishing the management infrastructure to meet
the project goals. Specifically, she performs the following tasks:

*  Refines the project organization and staffing plans to ensure clear lines of authority and
communication, as well as inclusion of all functional requirements

¢ lmplements systerns and procedures o support business operations requirements (budget
management and tracking, schedule tracking, purchasing, invoicing, and project status reporting)

¢ Recruits, hires, and trains operations staff’
s Develops project quality assurance programs

 Establishes clear lines of authority and communications among project staff, as well as between
project and City staff

A single point of authority is critical to the infrastructure. The Xerox project manager, Kristin Walsh is
located within 30 minutes and is responsible for all aspects of the project including; scheduling, staffing,
technical performance, and will continue to serve as the primary point of contact to the City’s project
manager.

Continuous Performance Monitoring and Control

It is Xeroxs practice to manitor and measure performance from the contract start date. A variety of
mechanisms are used to assess performance and identify emerging problems or areas that need
improvement. An overview of the principal methods foHows:

* Project Management Planning and Tracking System. Project management ensures that
performance meets client expectations. Xerox tracks and measures project production, cost,
resources, and schedules. The project manager reviews these elements and responds with
neeessary adjustments. The Xerox praject manager along with the City’s project manager also
reviews and uses the results in strategic and process improvement planning.

* Project Reporting, Project reviews and coordination meetings are the primary means for
ensuring that all aspects of project status—including progress, problems, and solutions—are
uniformly known to all parties involved. This management approach encourages candid, open
discussions at every level.

¢ Project Control. Project performance is controlled from several perspectives; cost, schedule, and
quality.

* Cost Control. Cost controls are established to provide the necessary data to ensure budgetary
compliance.

¢ Schedule Control. Schedule controls are established for the project, from enhancement
implementation to intermediate milestones, to ongeing operations. Schedule tracking reports
provide the project manager with detailed information to respond to issues and ensure timely
submission of deliverables.

*  Quality Control. Quality control protocols, which include problem tracking and resolution, as
well as risk assessment and management, arc applied throughout Xerox’s program management
process. Because quality assurance is integrated into project operations, timely performance,
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control of program resources, accurate monitoring of progress, and sound fiscal accounting can
be provided throughout all phases of the program.

Program Interactions and Communications

Xerox's quality control measures pravide a proactive means to identify problems before they become
issues.

Experience has shown that strong lines of communication with the client provide for a successful program
with no ¢controversy. To ensure engagement by the City of Wilmington and to provide visibility of project
progress, we recommend regularly scheduled project meetings. These interactions between the Xerox
management tcam and the agency program staff will continue to establish a productive partnership
between the two parties.

Marketing and Public Service Information

Xerox understands that public education is the key to mairtaining a fruly successful Alarm
Registration and Management Services (ARMS) program that benefits Wilmingion, the Wilnington
Police Department, and the people they serve. The support of citizens is criticel to the success of the
Julse alarm billing systen,

Due to Wilmington's established false alarm program, Xerox will coniinue to provide the resources to
promote public education of the program. We understand that all of our interactions with the public
including answering customer service calls, notice language, and prompt noticing all become a part of the
public education process.

The primary message of the public service information must be that every citizen of Wilmington is
responsible for properly registering the alarm systems in their homes and businesses. The public
understands that the Wilmington Police Departinent (WPD) will continue to serve and protect them by
responding to emergencies, but they must also understand the amount of police resources that are drained
daily, responding to false alarms. The marketing and public service information will help the public
understand their role in minimizing the false alarms so that police resources can be applied elsewhere.

Wilmington understands the benefits of an ARMS program and the positive effect it can have on
improving public safety and emergency response. Xcrox belicves that this program is publicly supported
while operationally managed to simultaneously maintain the public trust.

Maintain and Manage the City's Alarm Ordinance

The false alarm program operations will be crganized as follows:

The experienced alarm management team will continue to operate, process, and maintain the ARMS
program in accordance with the City’s requirements and Ordinances. This team is comprised of its alarm
project manager, alarm and registration processors, and customer service representatives. Members of the
proposed team have installed and/or operated false alarm management programs spanning cities and
counties.
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Xerox alarm program {ARMS) staff services will include:

¢ Collecting and catering initial alarm permit darta

+ Processing new registration applications

» Importing daily false alarm incident data and producing/mailing alarim notices

* Billing for excessive false alarm fines

¢ Collecting and accounting for fees/fines

» Answering alarm company and subscriber inquirics, as well as other customer services
+ Managing delinquent accounts

s Supporting the City’s false alarm appeals process

» Providing information to support enforcement efforts

» Supporting false alarm marketing, communications, and public education efforts
¢ Maintaining all required records of alarm companies and users

* Management reporting of false alarm program activities, progress, and requirements

Xerox wili continue to deposit revenues into Wilmington's bank account which supports the program. All
program funds will flow to that bank account, though daily balancing remains the responsibility of Xerox,
subject te the City’s oversight. Xerox will invoice the City for the Xerox amounts due under the terms
developed pursuant to this proposal.

The Xerox Project team will also conduct regular program status meetings with Wilmington Police
Department (WPD) program management, respond to telephone and written inquiries by alarm users and
alartn companies, insert alerm prevention materials in selected faise alarm correspondence, schedule and
prepare support for hearing and appeal requests, and perform other tasks, as required, to ensure a
successfill false alarm reduction program.

Xerox will fumish and maintain all computer hardware, furniture, equipment, and software necessary to
install and operate the system. Because we propose a state-of-the-art client/server based system, primary
false alasm processing will be conveniently performed at the existing ARMS office in Philadeiphia.
Kerox will also provide all necessary forms, supplies, and mailing materials to administer and operate the
ARMS sclution.

Xerox will accurately process new applications according to Wilmington specifications.

As required, ARMS (Xerox) processing staff will review permit applications for completeness and
research any information that is missing or incomplete. Staff will also ensure that no outstanding fees arc
owed before issuing & permit. The proposed CryWolf® system is designed to register and track alarm
companies and alarm users. The system will generate permits using a Wilmington approved numbering
system. The system also tracks registration helders and non-registered Jocations through the system’s
"point and click" user interface. CryWolf® issues verification that the application was received, and
notification of its acceptance or denial. Outstanding charges are automatically tracked for all accounts
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regardless of registration status, and fees are casily applied to proper accounts and charges. The system
also processes returned checks.

Data stored in the system can be scarched electronically by a variety of fields including, but not limited
to, registration status, registration number or partial number, name or partial name, address or partial
address, and phone or partial phone number.

CryWolf® is designed to process permit information received through the mail, direct {electronically}
from alarm companies, and online {Web-based) by customers.

Provide Daily Maintenance and Updates

As part of our solution, we will create and maintain a database of alarm locations, including permit
numbers and holders. This database will be maintained within the CryWolf® system in our Philadelphia
office.

CryWolf® will also receive a daily update of alarm incidents (True and Faise) from the WPD CAD
system to be tracked and billed. We propose that each day, a file of alarm incident information for the
previous day (or weekend) be extracted by the CAD/911 command center and sent electronically via FTP
site to the ARMS office.

CryWolf® automatically generates notices of false alarm events and invoices for the amounts detailed in
accordance with the false alarm ordinance for excessive activations. In addition, the system maintains
critical account information for every account including; outstanding balances, reason for registration
issuatice, denizl, or the suspension of an account if applicable. Detailed daily reports of billing
transactions and correspondence will be prepared and stored for direct access by ARMS and suthorized
City staff.

ARMS staff will promptly (typically next business day) produce, insert in envelopes, and mail all false
alarm billings, as well as perform collection efforts on returned and unpaid billings. Our solution includes
a variety of techniques to help the City collect fines including multiple and varied noticing and other
targeted collection techniques. Staff will also determine, in accordance with Wilmington provided
business rules, if a permit should be suspended or revoked based on non-payment of false alarm charges
over thirty-five days from the invoice date.

As performed by Xerox for many other jurisdictions, ARMS staff will also reconcile invoice and deposit
activity to cash receipts, All such reconciliations will be preperly documented and reported to
Wilmington Finance Department and to Wilmington Program administration on a timely basis.

CryWolf® maintains a complete accounts receivable database of permit holders with outstanding charges.
The system also maintains other existing permit information, as well as allowing for the verification of
new registration locations against either the proposed address verification database or an ESRI-standard
GIS (map) street centerline file.

Programming and Enhancement Requirements

Xerox will provide all programming and enhancement requirements according to Wilmington
specifications.
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We propose to undertake the programming necessary for the system to meet the C ity of Wilinington
requirements. The CryWolf” system also includes over 250 tailorable features and table-driven opticns
that allows the system to quickly adapt to most future ordinance and business rule changes. In addition,
the CryWolf®system is covered by a robust update prograi, driven by over 200 clients.

* PSC understands that enhancements may be requested by Xerox for Wilmin gion as required. Some
enhancements, c.g. fee and letter changes, may be accomplished without any custom programming or
special service costs, If thers is a cost assaciated with an enhancement, PSC will provide the cost to
Xerox as soon as the enhancement request is evaluated. We acknowledge that the expected turnaround of
enhancement requests will be determined by urgency (e.g., ordinance chan g€). Xerox will provide
advance notice in writing to Company when changes to the system are expected.

Management Reports

Xerox will effectively generate and manage alf required reports.

The City will have access to a variety of management and tracking reports that can be produced by our
system. CryWolf® includes nearly 60 standard financial and activity reports with various data filter and
format choices. In addition, unlimited custom reports are available from a bujlt-in report generator, as
well as from the third-party Crystal Reports report generator. For example, reports can be generated that
sort alarm data by a variety of categories including; new alarm permits/registrations, number of
activations, user address, police area, alarm company, and age of outstanding fees and fines. The system
can also generate individual account histories that include payment dates and all actions taken regarding
an individual account. Examples of standard reports include the following:

& Daily cash receipts, adjustments and returned checks
¢ Detailed aging report of past due, outstanding charges
*  Top Offenders Report

¢ Daily and Monthly false alarm volume

Financial Procedures and Audits

Xerox worked closely with the Wilmington Finance Department to establish ARMS policies and
Pprocedures in accordance with ifs current accounting practices.

Xerox will continue the established policies and procedures for handling, processing, and reporting alarm
biliings and fees. These procedures will be in accordance with Generally Accepted Accounting Practices
(GAAF) and consistent with the accounting practices of the City of Wilmington,

Xerox will properly audit activity to cash receipt and retain all related transaction documentation
according tp the City's requirements.

Payment information for the previous day will be imported electronically into CryWolf® from our own
batch payment processing software and/or other payment systems (e.g., online payment) and applied to
accounts and invoices. A financial payment report will be prepared, detailing all daily payment

The contents of this proposal are sutijoet to the disclosure

xerox e“ statement on the e page of this propossl. April 3, 2012

© 2032 Kormx Siats & Loca! Schutore, ki, 11




Alarm Registretion and Management Services City of Wilmington
Technicaf and Price Proposal City Contract PS12006

transaetions, and stored for direct access by ARMS and authorized City staff. ARMS staff will reconcile
activity to cash receipts and is prepared to retain all related transaction documentation as kandied on the
current contract today. This documentation will be made available for review, as requested, by both
internal and external auditors of the City.

Forms, Supplies and Mailing

Xcrox will supply all necessary forms and supplies for the administration &nd opcration of the Alarm
Tracking and Billing (ATB) system. These will include registration forms, permit forms, false alarm
notification letters, invoice forms as well as postage and other mailing supplies. Xerox will continue to
include these supplies as we do today with no cxtra hidden supply cost reimbursement from the City so
the City can accurately budget the program revenues and costs associated.

Website Access
The CryWolf® system provides a proven on-line registration application.

The proposed CryWol® alarm tracking and billing application includes an online registration capability.
This function provides the ability for an alarm user te regisier and access information about their account
online, This capability is implemented at Wilmington's request, with the following minimum features:

s Secure Web site

s Ability to type and submit applications while online

e Ability to download applications while online

¢ Ability to verify address information with the Master Address File, using drop down boxes

e Ability for the customer to update any change of information

¢ Ability to generate an acceptance or denial e-mail 1o applicant including information on the status
of a permit

&« Ability te accept payment online (via & secure site)

e Work with Wilmington to develop a link directly from the City’s home page for users to review
the ordinance

s Daily we will provide the City’s Alarm Administrator any incident exceptions for him/her to clear
Or Process,

& We will make adjustments or corrections to the alarm billing accounts as requested by the City's
Alarm Administrator.

» The website will have information on fine structure, police response, appeal process, education
issues and other topics related to the City’s alarm ordinance.

The contenis of this proposal are subfect Ic tha disclosure

April 3, 2012 stalement an e titie page of this proposal. xerox e)'

12 . © 212 xanx Stets & Losel Selutions, Inc.




City of Wilvungion Alsrm Registration and Management Services
Clty Contract P512006 Yechrical and Price Proposal

C. Technical Specifications

Xerox is proud to offer Wilmington the industry's leading false alatrn tracking and billing technology,
CryWolf®, CryWolf® is a table-driven, modular, high volume, transaction-based, alarm managemcnt
system. [ts unique, yet flexible design is pateated (1.8, Patent No. 6,856,246). Tt has a number of Provch,
sophisticated components and subsystems, which are readily tailored to the City’s roquirements.
CryWolf® provides a Windows-bascd, client/server program that combines nctworked, PC-based software
and a central open architectire Microsoft® SQL Server database system The system will be comprised of:

¢  Windows Server, and four to six networked PC Workstations
s Microsoft SQL Server® database software

¢ Customized CryWolf® False Alarm Management Software (sufficient licenses to perform all
proposed tasks}

e Software imerface to CAD extracted alarm data file
¢ Software interface to payment file generated by lockbox bank

+ Software interface to payment files generated by other payment systems

As an enhancement to the current system, Xerox proposes to upgrade the system to a new .NET
framework for improved efficiency. CryWolf® is built entirely with Microsoft NET technology which
operates on all recent Windows operating systems including the latest Windows 7, 64-bit platform. The
NET platform also supports highly tailorable alarm related forms, letters and invoices; transfer of alarm
data to and from CAD; secure, online access to alarm information; built-in tools for validating addresses;
and extensive web-based registration, payment, and other functions. CryWolf's robust and flexible
structure allows it to easily interface with Wilmington’s CAD system and maintain advanced
functionality. Because CryWolf® is the patented technology of our teaming parter, Public Safety
Carporation; we can assure the City of Wilmington that the system will continue to support responsive,
state-of-the-art false alarm administration services throughout the life of the contract.

This technical solution offers processing strength, an efficient growth path, flexibility, easy maintenance
and backup, and fast upgrades using industry-standard components.

As described in the remainder of this Section, our proposed false alarm registration and management
services fully meets and exceed the City's technical requirements without requiring extensive custom
programming.

Overview of Requirements for System Operations and
Services

Xerox will maintain master file and detail transactions, including:

Alarm Registrations and associated registration numbers. The CryWolf® system is designed to track
Alarm Companies, registration locations and non-registered locations through the system's "point and
click” user interface. Quistanding charges are automatically tracked for all accounts regardless of
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registration. Data stored in the sysicm can be searched electronically by a variety of fields including but
not limited to registration status, registration number, name, address, and type of alarm,

Registration holders. The CryWolf® system is designed to track an unlimited number of refated person
types including registration holders, by linking alarmed locatiens with user-defined Person Types.

Address Verification. CryWoll® can geo-code (verify) addresses based on ESRI standard (G1S/Map)
Street Centerline shape files or a database of valid addresses.

Electronic data transfer between CryWolf® and the WPD CAD system. CryWolf® has already
interfaced with a New World - Acgis CAD data system in Indian River County, Florida. We propose to
have WPD extract alarm data daily and upload this file to our FTP site. If requested CryWolIf® can also
export (uptoad) text files of information to update the CAD with alarm status information, ¢.g.
suspensions, permit reinstatemerts, and deletion of inactive accounts.

Ad Hoc Inquiry. The proposed CryWolt® System accommodates easy, user-friendly ad hoc inquiry. As
shown in Figure 2, CryWo]f@ allows searching by using a full or partial name, partial address, partial
registration number, and even a partial phone number.
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Figure 2. CryWolf User-Friendly Inquiry Page.
The proposed system accommcedatas easy, user-friendly ad hoc inquiries.

The instructions that are printed out in the screen demonstrate how the wildcard of the % sign can be
used. Wildcards are used to speed up the search and are quite useful if the spelling is a little unuswal or if
the user only remembers the first few numbers of the phone number.

Daily Update
Daily updates will be provided for data exchange between systems.

As part of our solution, we will create and maintain a database of alarm l[ocations, including permit
numbers and holders. This database will be maintained within the CryWolf® system in our Philadelphia
office.
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As required in the RFP, we propose to upload permit information daily from CryWolf* to the WPD CAD
system using an agreed upon electronic transfer approach. Cry Wolf® will also receive a daily update of
alarm incidents (True and Falsc) from the WPD CAD system to be tracked and billed, Each day, a filc of
alarm incident information for the previous day {or weekend) are extracted by the CAD/911 command
center and sent electronically via FTP site to the ARMS office. The proposed CryWolf® System interfaces
with false alarm incident files extracted from over a dozen CAD/911 systems.

CryWolf® automatically generates notices of false alarm events and invoices for the amounts detailed in
accordance with the false alarm ordinance for excessive activations. [n addition, the system maintains
critical account information for every account including; outstanding balances, reason for registration
issuance, denial, or the suspension of an account. Detailed daily reports of billing transactions and
correspondence are prepared and stored for direct access by ARMS and authorized City staff,

ARMS staff will promptly (typically next business day} produce, insert in envclopes, and mail all false
atarm billings, as well as perform collection efforts on returned and unpaid billings. Our solution includes
a variety of techniques to help the City collect fines including multiple and varied noticing and other
targeted collection technigques.

As performed by Xerox for many other jurisdictions, ARMS staff will also reconcile invoice and deposit
activity to cash receipts. All such reconciliations will be properly documented and reported to
Wilmington Program Administration on a timely basis. CryWolf® maintains & complete accounts
receivable database of permit holders with outstanding charges.

Permit Issuance/Renewal

Required Permit/Registration Fields

The CryWol{® alarm user registration module includes aver 95 registration-related and name-related
fields. This large number of available figlds ensures that critical information required is available as
needed. These fields include;

s Applicant/permit holder

*  Permit number

*  Site, city and address within city (including suite/apartment number/letier
*  Type of property {user-defined), e.g. residential, commercial

» Business name

# Owner's name

+ Telephone number

o Names of up to four related alarm companies for each permit, e.g. alarm monitoring company,
alarm installation company

¢ Datc of installation, conversion or takeover of the alarm system; whichever is applicable
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The CryWolf system also has a built-in permit registration form with headers and footers that may be
tailored to meet the nceds of Wilmington.

CryWolf® allows for user-defined location types, e.g. residential, business, government; user-defined
status types, e.g. active, suspended, etc.; user-defined contact person types, e.g. owner, keyholder, officer,
etc. The main alarm registration data entry screen is shown in Figure 3, and highlights other features such
as color coding of key data, casily viewed summary information, and access to a complete account history
dircetly from the registration screen.

Q03 DEFA

Figure 3. CryWolf® Registration Screen.
CryWol® iracks registration information screen provides a complete account history.

As also shown in the registration screen in Figure 3, CryWolf® is designed to track registration locations,
registration holders, as well as, non-registered locations, and an unlimited number of related names for
those accounts.

CryWolf® is a proven and extremely flexible technology that ensures registration accuracy and
completeness, as well as the data import functionality necessary to build the registration database quickly
and efficiently.

Critical Dates

CryWolf® maintains many dates, through its use of various system tables. The System tracks the create
and update dates for every account, as well as the Permit Issue Date, Suspension Date, Reinstatement
Date and last status change date. All actions (including offenses} related to every account are also fracked,
allowing the system to generate individual account histories that indicating the exact date of every action
such as; renewal dates, suspension dates, re-inspection dates, reactivation dates, payment dates and all
other actions taken regarding an individual account.
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Account Types

CryWolf® can identify and maimtain an unlimited number of user-defined sccount types. These can
include Permit Holder, Privately owned and maintained, non-permit holders, panic, and/or hold-up
alarms. These will provide the structure for the billing the different fine levels for Commercial and
Residential accounts as required by Wilmington.

Permit Nambers

CryWolf® can generate unique registration numbers, as needed. These numbers can be alphanumeric and
can be cither system gencrated, manually generated or a combination of both manual and antomatic.
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Figure 4. CryWolf® Generaf Information Screen.
CryWolf's proven, fiexible technology ensures registration accuracy and completeness.

Reasens for Permit Denial
The System can maintain unlimited, user-defined reasons for deniat of a permit. The reasons may include:

s Application incomplete, misleading or false
*  Applicant/permit holder has unpaid charges/fees

¢ Alarm system installed is unreliable

These reasons may also be used 10 establish special form letters so that the reasons are documented and
automatically become part of the chronological action trail in an account/permit history.

Upload of Alarm Permits

CryWolf® has imported false alarm incident data from files extracted from New World — Aegis CAD
Systems. In addition, CryWolf’s CAD interface will export (upload) alarm permit information for further

The contenis of this proposel are subjsct o the disclosurs

xerox ﬁb’ staterment an the litfe pege of this praposal, April 3, 2012

© 2012 Xarox Sute & Locat Solutions, Ing 17




Alarm Registralion and Management Services City of Witteington
Technical and Price Proposal City Contract PS12006

processing by the CAD system or WPD. This permit information can include such information as new
penmits, suspensions, retnstatements and account deletions, as needed.

A5 CEFA

Figure 5. Registration Extraction Screen.

This CryWolf® permit export (upload) process is already being used in support of a New World — Aegis
CAD System where the system receives the upload.

Set Aside of Accounts Under Appeal

The System allows permits/invoices tc be flagged upon appeal so that permit holders are not sent
delinquent notices regarding appealed billing actions. Invoices for existing fines can be re-generated upon
WPD denial of an appeal. This action would reset the time (determined by WPD) for notification of an

overdue payment.
Notification of Permit Disposition

CryWolf® allows a permit applicant to be sent a tailored notification of an accepted or denied permit
application with reason for denial.

Generation of Suspension/Revocation Notices

The ARMS staff will provide timely notification to the WP Alarm System Coordinator (ASC) of permit
holders that are subject to permit suspension, revocation or reinstatement, and apply any status decisions
made by the Xerox when required.

CryWolf® can generate suspension/revecation notices at any time based on reasons provided by WED.
These generated actions can be based on a specific alarm count, based on outstanding debt such as more
than 30 days delinquent, or manually generated at any time. An example of the screen for suspension
based on delinquent payments is shown in Figure 6.
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Figure 6. Example Suspension Screen,

Adjustments to Alarm Incidents

CryWoif® includes a hearing module. This module allows for the reduction of fees, reassigning of alarm
calls, and even the deletion of calls as required. All hearing results are tracked by registration and can be
reviewed as needed.

Retain Historical Permit Infoermation

The System maintains permit and other data indefinitely uatil specifically archived or purged. Data wiil
be maintzined for at least the twenty-four (24) month period or fora greater time period by mutual
agreement. This data will include historical information on permit issuance, suspension and reinstatement

on each property.

CryWolf® maintains a complete history of every action related to an account. As shown in Figure 7, a
complete history of any account can be reviewed onscreen and/or printed at any time.
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Figure 7. Complets Account History Review Page.

The account history and many other reports are hyperlinked to copies of supporting documents. This
means that an invoice number may be “clicked” on the history report to bring to the screen a static copy
of the actual invoice. This copy may be viswed and/or printed. This hyperlink feature can also instantly
access the information from CAD supporting any incident by clicking on the incident/case number, or any
hearing results by clicking on the hearing/appeal number,

Maintain Current Permit Status

. CryWolf® maintains an unlimited number of user-defined account status types, such as active, suspended,
: inactive, expiring or expired. As shown in Figure &, the current status is always tracked for each account
: and can be color-coded for display on the regisiratien form.

Figure 8. Current Status Tracking.
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Maintain Incident Count

CryWolf* always tracks the current number of alarms. For example, as shown in Figure 9, the total alarm
count is displayed at the top of every subscriber account history report. While processing alarms, the ‘next
alarm count” is determined automatically to ensure proper charging.

Ty O BT ACUR T T DRV TR UvOToS CUICsacy
145} ADT SECURTY /LANHAM Co Repictered
Tobl Total Tolzl Total Total Total Tolal
Actions Alarms Clargad elel  Refund Pald Cutstndng
a7 &8 $20,948.00 ?IPSII.J.IID $4.00 $13,66000  $2,138.00
CCN Inc Date Action/fent  Adiion Taken Charpge Pd/Rind Appeal

Figure 9. Tatal Afarm Count Display.

Crass-Reference between Alarm Holder and Properties and Alarm Companies

CryWolf® tracks up to four alarm companies for every subscriber account (Figure 10).

Figure 10. Alarm Tracking.

CryWolt® also allows for different registration ‘propertiesflocations’ to share the same responsible party,
by linking subsequent registrations to the original registration (Figure 11).

Figure 11. Registration Linking.
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As shown in Figure 12, CryWolf® allows scarching by using a full or partial mame, partial address, partial
registration pumber, and even a partial phone numbcr.
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Figure 12. Search Capabilities.

The instructions that are printed out in the screen demonstrate how the wildeard of the % sign can be
used. Wildeards are used to speed up the search and are quite usefid if the spelling is a little unusual or if
the user only remembers the first few numbers of the phone nurober,

The above Search caption would produce the foliowing results shown in Figure 13;
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Flgure 13. Search Resulfs.
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With the addition of a letter or two, our search can be limited so the user does not have to scan through as
much material and is less likely to make etrors. This limited search is demonstrated Figure 14,

B Bopord DR Moy

Figure 14. Limited Search Feature.

Perform “Soundex® Search
Crywolf® can perform “Soundex” searches.
Track Non-Monitored Alarms

Crywolf® can track alarms not reported by alarm monitoring companies (audible alarms). These alarms
can be imported from CAD as part of the daily CAD import or manually entered.

Generate (And Mail) Netices for False Alarm Occurrence

CryWolf® includes a table-driven false alarm fee and noticing structure. This table-driven system (shown
in Figure 15) allows users to adjust at which alarm count alarm fees start to accrue. These alarm fee tables
can be customized for each location type, e.g. residential, defined in the systern. These fee structures can
be changed at any time. Any alarm count can generate a letter (or not), generate a feefinvoice (or not) and
change the status of the account, if required.
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: Flgure 15. Table-Criven Fee and Noticing Structure.
Capture Data to Establish a Billing Account

CryWolf® maintains various data for & billing account including a unique Permit/Account Number, billing
name and billing address. The billing address may be different from the alarm Permit location, when
needed.

Maintain Active/Inactive Flag

CryWolf® maintains an unlimited number of user-defined status values. These values can include active,
: suspended, inactive, as well as any other status values required. This flag can be used to prevent a renewal
; notice from being generated for permits which have been revoked, As shown in Figure 16, status values
' can also be color-coded on the registration form and history report for easier identification.

Figure 16. Color-Coded Status Values.

Reference Account Number to Primary Account Number

As shown in Figure 17, CryWolf® allows users to link any registration account(s) to any other registration
account for billing purposes.
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4 Flated Names

Figure 17. Account Registration Linking Capability.

Registration information fields, such as ID1 and ID2, seen in Figure 18, can be used to store certain
elements of information about the registrants. This information can incorporate “skip tracing™ procedures
if you need to find this registrant at 4 later time. The extra data required could be examples such as;
Driver’s License Number; City of Birth; DOB; Secial Security Number; ete, The Tollowing screenshot is
the bottom portion of the Registration screen showing the ID1 and 111 and listing some of the choices for
the captions that are available.

Figure 18. Registration Information Fields,

Ability to Query Permits Based on Various Criteria

As shown in Figure 19, CryWolf® allows searching by usitg a full or partial name, partial address, partial
registration number, and even & partial phone number.
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Figure 19. Search Options.

City of Wilmington
City Contract PS12006

The instructions that are printed out in the screen demonstrate how the wildcard of the % sign can be
used. Wildcards are used to speed up the scarch and are quite useful if the spelling is a little unusual oz if
the user only remembers the first few numbers of the phone number.

System Accepts and Bills Based on Dispesition or Clearance Code
As shown in Figure 20, “Officer Clearance™ or Final Disposition Codes established by Wilmington and

obtained from the City’s CAD System can be used to trigger bills for false alarms. The officer comments

screen is shown in Figure 21.
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Figure 20. Disposition or Clearance Code.
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Figure 21. Officer Comments Screen.
Maintain Table of Charges Based on Incident Type or Permit Held

CryWolf® includes a table-driven false alarm fee structure. This system allows vsers to adjust the alarm
count level at which alarm fees start to accrue. These alarm fee tables can be customized for each location
or permit type, e.g. residential, defined in the system. The tables can also be defined by incident type, e.g.
true, false, burglary, robbery, fire. The fee structures can be changed at any time and an alarm count can
generate a letter (or not), a fee/invoice (or not), and change the status of the account, if required.

Figure 22, Table of Charges Based on Incident Type or Permit Held.

As also shown in Figure 22, the falsc alarm charge can be determined within the two (2) waived call
limits and based on incident type, e.g. true, false, burglary, robbery.

Show All Incidents and Associated Charges

Choosing to include the history report with the invoice allows for inclusion of all information related to
an account inchding any “Waived Calls™.

Balance Forwarded on Inveice

As shown in Figure 23, CryWolf® can place all balance forwarded (outstanding debt) onto sach invoice
generated. Invoices can also include the past amount due, payments made, adjustrnents, invoice date,
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invoice number, City (CAD) incident number, type of incident, resourcc/description, time/date reccived
and incidents and charges during current bitling period.
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Figure 23. Balanece and Invoice Information.

Waiver of Fees and Alarm Count Adjustment

CryWolf® includes & comprehensive hearing and appeals module, which allows for any adjustrents to
fees owed and alarm counts, as requested by the WPD.

Enput of Miscellaneous Charges

CryWolf® can charge any amount to an account at any time and for any authorized reason, For example,
CryWolf® can charge returned check fees, when needed.

Incorporate Skip Tracing

CryWoh‘@ can incorporate skip tracing procedures on returned billings.

Input Cash Receipts and Indicate Which Charges/Fees to Apply Payments

As shown in Figure 24, single or multiple invoices/charges may be selected for payment from a screen list
of all outstanding charpes for an account,
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Figure 24. All Outstanding Charges Screen,

User-defined payment types, €.g. normal payment, payment correction, payment from escrow account
may be selected for each payment, as shown in Figure 25.

Figure 23. User-Defined Payment Selection Screan.
Apply Full or Partial Payment en Collection, as Required

The Crywolf® System allows full or partial payments to be applied on collections based on

Wilmington-defined payment types, e.g. False Alarm Fines by check, cash, and credit card, as shown in
Figure 26.
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Figure 26. Apply Full or Partial Payments on Gollections.
Bili Customer for Returned Check and Stop Payment Charges

CryWolt’s can charge any account additional fees at any time. Additional fees can be related to bad
checks or for aceounts that issue stop payments. See Figure 27 for an example of a returned check fee

entry.

Flgure 27. Returned Check Fee Entry.
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Process Cash Receipis the Same Day as Recelved

ARMS processing staff will generally process cash receipts the same day as they are received. Standard
processmg procedures call for same day bank deposit and teconciliation of all reccipts followed by
system payment entry and account application,

Accept Credit Card Payments on Line

Xerox currently accepts credit card payments of all false alarm fees/fines on line and will continue to do
s0. Xerox currently accepts credit card payments in many violation processing programs including the
false alarm programs in Philadelphia.

Clear Distribution of Forgiven Fines ta Xerox and Wilmingfon

The distribution of fines between Xerox and Wilmington is based on collected fines only. Any fincs paid,
but later forgiven because a call was mislabeled or cleared incorrectly, will be refunded to citizens and the
amounts previously distributed to Xerox and Wilmington subtracted as soon as possible from the next
collection reconciliation period’s (month’s) fines.

Accurate Conversion of All Information

Any alarm data converted (imported) to the Crywolf® system will be provided to Wilmington for
validation. Any corrections required by this validation process will be made by Xerox/PSC. Permits
imported into Crywolf® from other databases will not be placed in a separate inactive file, but instead will
be placed in the main Crywolf® database and assigned a Wilmington-defined status.

Reports

Wilmington receives a variety of management and tracking reports produced by the CryWolf® system.
The system includes over 55 standard reports with filters to display data by various date and data ranges.
For custom reports, a basic report writer is built-in to the system and the data is also accessible by third
party report design software, such as Crystal Reports.

Most major reports, such as the account history, are hyperlinked to allow an account number, invoice
number, incident/case number, or hearing number to be pointed to and “clicked”, Once clicked, a static
copy of the original source document is brought to the screen for review and/or printing. This feature can
be used to drill down through several of documentation. The hyperlink process greatly reduces research
time, and is invaluable for supporting the appeal process and responding to citizen inquiries.

Reports can also be generated to sort alarm data by a variety of categories including new alarm

. permits/registrations, annual renewals, number of activations, user address, police area‘beat, Alarm

Company, and the age of outstanding fees and fizes. The system can also generate individual account
histories that include payment dates and all actions taken regarding an individual account. For example,
the Activities Summary Report, shown in Figure 28, allows ARMS staff to quickly view all information
related to:

*  Annual alarm permits/registrations mailed and paid by subscriber

e Issuance of alarm identification for new subscribers
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+ [ssuance of suspensions and revocations
* Fines assessed and colected

*  Reinstatement notices mailed for suspended or revoked alarm permits/registrations
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Figure 28. Activities Summary Report.

All reports can be generated on-demand. Most reports are date specific, and many reports include
additional filters such as limits by status {e.g., active) and location types (e.g., business). Registrant name,
account number, location, address, phone number, and time lmits appear on most of the reports in
addition to specific dates.

Examples of reports that can be provided are:
¢ Receivable reports that can be provided monthly and at the end of each fiscal year

¢ An incident exception report that shows non-permit holders incidents and codes other than true or
false

e . A report that includes the number of registered users, number of monitors, number of providers,
total fees collected, and other statistics as mutually agreed upon

Figures 29 through 32 are intended to show the large number of standard reports inciuded in the system.
The report menus are shown by major report category. Financial reports are included in the first two
major categories {screen snapshots), CryWolf® is also accessible by third-party report writers, such as
Crystal Reports, to create virtually unlimited custom reports. The next four screen shots show how to
request built-in reports from the CryWolf® software.
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Figure 30, Sample Report Request Screen.
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Figure 31. Sample Report Request Screen.

Flgure 32. Sampie Report Request Screen.

Listings of permits/registrations:

CryWolf® provides a standard report listing permits/registrations with various reporting options, as shown
in Figure 33.
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Figure 33, Permits/Registrations Reporting Options.
Listing of permit counts in all categories.

CryWalf® can provide a wide range of reports with the “List Registrations by Date Range™ (total by
location/status only} report. See Registrations by Date Range and the sample report of all categories in
Figure 34.

Figure 34. Registrations by Date Rangs Selection Screen.
Listing of Qutstanding Charges.
CryWolf® provides an aged recetvables report with the “Aging” report (using date letier sent).
Listing of Cash Transactions.

CryWolf® provides cash transaction reporting through its Payment Tally Report. As shown in Figures 35
through 37, this report can show transactions by day or any other specified time period, and include cash
received by billing type, account adjustments, and returned checks.

The contents of this proposal are subject fo the disclosura
staternent on the Htle page of this praposel, April 3, 2012

2042 Xarow Sisia & Locs! Solutions, . 35

xerox @




e L

Alarm Registration and Management Services City of Witmington
Teghnical and Price Proposal GCity Contract PS120086

Aprit 3, 2012
36

Fle Ragorts Ogtiord Haky

W 140 el |

Peymant TalybyTute Range
Tally Shoot Semmary Page

QB
03012001

Figure 36, Sample Transaction Report Screen.
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Figure 37. Sample Transaction Report Screen.

Alarm Company Roster,

CryWolf® can show registered alarm companies with the “List Alarm Companies by Date Range” rzport,

Top Offenders

See the “Top Offenders by Date Range” report in Figure 38.

Figure 38, Top Offenders by Date Range Report.

Provide reports in alpha and numeric erder.

Many CryWolf® reports can be ordered by registration number or name order, as well as other ordering
and filtering options. The example in Figure 39 shows the various ordering options that are available for
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one of the CryWolf® reports, Top Offenders report. CryWolf® reports can also be saved as PDF files or as
Rich Text Format (RTF) files, which can be opened and edited in various other softwarc such as word
processing or spreadsheet applications.

Figure 3%, Top Offenders Report Ordering Options.

Other sample reports include:
Mazintain incident count

CryWolf® always tracks the current number of false alarms. For example, as shown in Figure 40, the total
alarm count is displayed at the top of every subscriber account history report. While processing alarms,
the ‘next alarm count’ is defermined automatically to cnsure proper charging.
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Figure 40. Subscriber Account History Report.

Alarm listing by date range and time:

See the “Alann Responses by Date Range™ report sample in Figure 41,

The conlents of this propasal sra subject to the disclosure
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Figure 41. Alarm Responges hy Date Range.

Alarm Listing by Date Range and Alarm Compszny:

See the “Alarm Responses by Date Range” report sample in Figure 42.
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Figure 42. Alarm Responses by Date Range.
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D. System Atiributes

Alarm Registration and Management System (ARMS) System Operation

Production Support

Xerex will provide and maintain all computer and mailing equipment, sofiware, staff, and supplics
including consumalle supplies (e.g., postage, paper, toner, ink cartridges) necessary to operate the ARMS
program. This includes all required Cr).'Wohl® and MS SQL Server 2000 database software licenses,

Ongoing Operations

Xerox has a long history of maintaining high performance standards in outsourced service

operations, This can be seen through our projects referenced throughout this proposal. The proposed
CryWo]fﬁ’ Alarm Registration and Falsc Alarm Management system also has an

extensive track record of reliable and efficient operation, This record can be easily confirmed with our
references.

System Downtime/Failure

The CryWolf® system server hardware is built with fill redundancy, The hard drives and power supplies
have RAID-5 configurations and will be hot swappable to ensure that there is no interruption in system
service should one experience difficulty. If an individual disk fails, the system will continue to function
by dynamically recreating the missing data using the parity information until the damaged disk is
replaced. When the disk is replaced, the systetn will automatically reconstruct the data that was on the
damaged media. This offers the most secure, cost effective solution to total data protection for the City's
critical data and allow for at least 99 percent uptime with less routine maintenance.

Response Time

Response times for the CryWolf® program are dependent on several factors, ingluding type of record
sought, number of records, the PC processing speed, network traffic and server capabilities. We have
tested response times in a variety of actual alarm processing environments and have found that they vary
from under a second to several seconds.

Back-Up Systems Disaster Recovery

Xerax will be using Microsoft’s SQL Server 2000 as our proposed database for the ARMS system. Using
the proven and reliable BrightStor® ARCserve® Backup data retention software and an HP SureStore
DLT8000 auto-loader, Xerox will perform full back-ups nightly to ensure the retention of data for
restoration should that be required. Data restoration is practiced regularly. The media for Philadeiphia
backups is stored in a fire proof safe in the secure server room and media is moved to the safe in our
Lawrenceville, New Jersey server room once each week. All aspects of our plan are subject to the
approval of the City of Wilmington.

PFroduction Contrei

Xerox and PSC (CryWolf®) proposes that the routine production processing will include the following
components:

The confents af this proposer are subject fa the disclosure
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Alarm incidents shall be captured by WPD’s system over the twenty-four (24} hour period from midnight
to midnight. WPD’s system will transfer this data to Xerox no later than 8:00 a.m. the following day.

File transfer protocel (ETP) is the preferred interface, for which we recommend secure FTP given the
nature of the data transferred.

User Support

The success that we have achieved in operating Wilmington's alarm processing program, and the gains
we continue to make arc due to several factors, from technical innovation and reliable components, to our
understanding of Wilmington's user needs. Whether for Xerox staff or for any of Wilmington personnel
associated with the program, we are able to support our technical offerings with high quality, responsive
support and training.

Local Support Approach

Xerox offers daily assistance in user support, systems support and operations support, Qverall support
responsibility is assigned to the Xerox Project Manager, Kristin Walsh who

coordinates all support resources including Xerox Operational staff and PSC (CryWolf®) wehnical and
programmatic staff. These resources are available to authorized WPD personnel, as needed.

Training Approach

Our approach to training starts with subject matter experts and a comprehensive assessment of actual
training needs led by the client and will continue with a precise statement of needs and a plan that
addresses these needs,

Our training emphasizes a hands-on, user-oriented approach. Training programs are structured to cover
the systems and procedures that an individual user requires in his/her daily work
routine.

On-Going Training Support

Both formal and ad hoe training activities will be made available ta the City on an as needed basis.
Xerox’s commitment to a successful implementation and ongoing operations of the City’s alarm
processing system automatically ensures that our clients have access to trainting whenever it is needed.
Our highly qualified staff of subject matter experts will tailor a training program to best meet the City’s
needs.

Reéponse te Citizen Inquiries and Requests

The Xerox Alarm Registration and Management Services (ARMS) program staff combines unparalleled
experience in the design, development, testing, training, implementation, and opezation of large-scale data
processing systems.

Cur solutions are based upon the tenets of our organization—people, processes, and technology. The
talent of Xerox resides in these three components and is the foundation of cur growth and success today.
State-of-the-art systems and processes are critical, of course, but they must be complemented by

The contents of ihis proposal are subject to the disciosure
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experienced and qualified personnel to ensure a project’s success. [n developing our staffing plan, we
have drawn heavily from our history of working with the Cily to gencrate a detailed understanding of the
scope of work for this project. Our analysis is based on assumptions concerning the number of falsc alarm
violations, initiat registration processing volumes, requests for appeals, and case files for zoning appeals
review that will impact our staffing necds over the full term of the project.

Our personnel and program experience will ensure contract success and citizen acceptance. We propose a
group of individuals who possess the right mix of violation processing knowledge and false alarm
tracking and billing experience for a project of this importance. Teamwork is a key element in ensuring
programanatic and operational success. This project shall have the support of individuals who have
knowledge of government processes, problem solving experience, and proactive management foresight to
manage our service delivery solution. The project team will consist of corporate oversight, the project
manager, a technical support group, and customer service support staff. All of these staff members are
already in place and ready to immediately begin working with the ARMS program. Qur project manager
and customer service staff will operate from our Phitadclphia office located at 1835 Market Street in
Philadelphia, and wili be accessible for inguires and operational reviews. All necessary requirements for
the custemer support center will be provided, to include staffing, phones, space and toll-free phone
number(s).

The customer service staff is skilled in customer interaction and will provide hands-on support to
facilitate citizen inquiries and support service needs. Support personnel will answer basic guestions from
persons billed, such as billing, address correction, alarm ordinance requirements, formal appeal
procedures and whom to contact at WPD with further questions. Customer Service Representatives
{CSRs) also maintain autornated records of all citizen inquiries and any complaints, as well as action
taken by Xerox to resolve the issue,

The Xerox Customer Support Center will be available through a toll-free number to answer
citizen telephone inquiries between the hours of 8:30am EST/EDT and 5:00pm EST/EDT
Monday through Friday, (excluding holidays recognized/specified by Wilmington).

Xerox will also provide & separate toll free number and contact to support WPD personnel.
System Aceess - Confidentiality of Data

CryWolf® possesses the ability for the system administrator to define security and access levels. The
securily screen, included in the maintenance program of CryWolf®, allows administrators to create new
users, change passwords, and limit which screens and functions the user can access. Restricted features
will be marked as invisible for those users who are denied access. Security can be changed at any time,
and modified security features take effect at the next logon for that user. Inx addition, all changes to system
access must be submitted in writing to Xerox by an authorized requestor. Xerox will ensure that only
authotized personnel have access to the CryWolf® system. Xerox will provide, upon request, a fist of all
users who have access to the system. Information received from the WPD will only be used for the
purpose of the operation of the Wilmington Alarm Registration and Management System.

The contents of this groposal are subfect o the disciosure
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Application installation and Testing
System Testing

The CryWolf® system is fully tested and operational today. All hardware, sofiwarc, and network
components have undergone rigorous testing against the operational requirements.

With Xerox, the City of Wilmington is assured of a futly tested system that functions directly
corresponding to Wilmington’s nceds. There is NO risk of data conversion mishaps, transition revenue
loss, or untested new systems that could disrupt the program. Xerox stands committed to continued strong
CUSLOIIEr SErvice.

System Documentation

CryWolf® has extensive, high-quality documentation covering system administration and
operations. This documentation maintained for the interfaces and enhancements developed for
Wilmington.

System Maintenance Manual

An important part of the user training cycle is preparing materials for use in training sessions and for later
reference. Xerox offers a user-friendly Cry Wolf® Maintenance manual with sections on the following
subjects.

®  Operation of the system

»  Starting vp the system

+  Sign-on proceduses

* Methods of inquiry

» Searching for specific information
¢  Moving from screen to screen

s  Cetting more detailed information

¢ Nolice processing

The manual is designed to provide the user with fundamental knowledge of the software, as well as
features, which are critical to the user’s duties. In addition to this hands-on wser documentation, the
manual provides user information on topics such as system processing logic and violation history. This
documert allows the user to understand system inter-relationships, with details of specific features and
systern operations. Xerox will distribute user mannals to all personnel assigned to this project.

User Manuals

Xerox will maintain user manuals for all Xerox personae! assigned to this project. User manuals will also
be provided to authorized Wilmington personnel assigned to this project.

The contents of this proposs! are subjact to the disglosure
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E.

Pricing

Xerox is pleased to present the City of Wilmington with our proposcd pricing for Alarm Registration and
Management Services, We are confident that this solution will meet Wilmington's requirements and help
reduce the number of false alarm calls respanded to by police officers annually. Our goal is to deliver a
program aimed at reducing false alarms that makes people more aware of how false alarms dewimentally
impact Wilmington’s precious police resources.

The goal of the program is to change behavior and reduce the number of false alarms yet the vendor is
paid based on the volume of ongoing expected decreasing false alarm revenues to be collected. Xerox has
structured a program that incorporates all of the City’s requirements for a comprehensive, customer
service oriented false alarm program with mo upfront cost to the City. For this turnkey program, Xerox
offers a risk-free self-funding solution and provides all of the costly infrastructure of program
management, false alarm market expertise, sofiware, hardware, custornization, and personnel yet the
assured revenue stream from the false alarm collections is unknown.

Xarox Fee
Schedule
]

| Contingency percenlage of annual fees and false alarm fines collected ' 50%
L

Price Conditions

1.

44

This offer is subject 10 negotiation of a mutually acceptable contract between Xerox and the City
of Wilmington.

Consistent with the current contract, bank fees and charges are the responsibility of City.

Effective the contract year commencing on the effective date of this Agreement, the aggregate
compeasation for Xerox for each respective contract year under this Agreement shall be the
greater of the contingency percentage of revenues collected by Xerox in each respective contract
vear or $157,500 (“Compensation Floor”), whichever is greater, provided, however that in the
event of early termination of the Agreement, the Compensation Floor shall be reduced prorate for
that respective contract year.

Pricing is based on a three (3) year base contract with one (1) additional two-year options.

Assumes that notices will be mailed from the second infraction and beyond {(no mail on first
incident if no fine is incurred).

The contents of this propesal are subject lo the disclosure
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ALARM REGISTRATION AND MANAGEMENT SERVICES
P512016

APPENDIX A

SIGNATURE/ACCEPTANCE PAGE
<.

Xerox State & Local Solutions, Inc.

Name of Company

12410. Milestone Center Drive, Suite 500 Germantown, MD 20876

Address

30)-820-4200

Telephene No., Fax No.

VA - 13-1996647

Avifiort Ighature V' Federal Tax 1.D. No.

Mark Talbot ) 04/02/12

Printed Name Date

barbara.robertsgacs-ine. com wwwW.Xxerox.com/businessservices

Email/Wehsite

Barbara Roberts

Sales Representative
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ALARM REGISTRATION AND MANAGEMENT SERVICES

PS12016
APPENDIX B

ALARM REGISTRATION AND MANAGEMENT SERVICES REFERENCES
(PLEASE TYPE OR PRINT A SUMMARY OF YOUR RESFONSE BELOW)

Reference One Company Name Philadelphia Sweep and False Alarm Pro¢ram |

Reference One Contact Name Eileen 0’'Brien

Reference One Phone Number 215-686-1584

Reference One Fax Number eileen.ohrien@acs-inc.com
‘Reference Two Company Name Wilmington DE Parking

Reference Two Contact Name Laura Papas

Reference Two Phone Number 302-571-4314

Reference Twao Fax Number LPAPAS@ci .wilmington.de,us

Reference Thiee Company Name | Cleveland Cede

Reference Three Contact Name Maria Vargas, Administrator

Reference Three Phone Number 216-664-4796

Reference Three Fax Number 216-664-2736
Refarence Four Company Name Anne Arundel County,MD Alarm Management Servicea [P

Refetence Four Contact Name Lt. Francis Tewey
Reference Four Phone Number 410-222+-0045

Reference Four Fax Number ftewey@aacounty.org
Reference Five Company Name State of Delaware Police, Alarm Management Serviced {BSC

Reference Five Contact Name Elizabeth Y. Olsen, Esq.
Reference Five Phone Number 302-744-2680
Reference Five Fax Numbes Elizabeth.Olsen@state.de.us

IXIG113401\W00SE585.DOC 1 3137201215
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REQUESTS FOR PROPOSALS

1, Proposals on City Contract ps12016 - Alarm Registration and Management Services will be received in the
Division of Procurement and Records, 8™ Floor, Louis L. Redding City/County Building, 800 French Street, Wilmington,
Delaware, on Tnesday, April 3, 2012, at 5:00 p.m. '

2. Proposals must be an original and five (5) copies, sealed in an envelope, and the envelope endorsed "Proposal
for City Contract p512016 — Alarm Registration and Management Services" and addressed to the Department of
Finance, Division of Procurement and Records, 8% Floor, Louis L. Redding City/County Building, 800 French Street,
Wilmington, Delaware.

3. Any proposal may be withdrawn prior to the schedule time for opening of proposals or authorized postponement
thereof, No proposal may be withdrawn within sixty (60) calendar days after the actual opening thereof.

4. The successful proposer will be required to have or obtain an appropriate business license from the Department of
Finance, Revenue Division, City of Wilmington, in order to be awarded the contract. Before obtaining a City of
Wilmington Business License, all applicants must show proof of a current State of Delaware Business License.

5. The successfil proposer will be required to withheld City of Wilmington Wage Tax from their employees and
withheld taxes paid to the City of Wilmington pursuant to the provisions of the Wilmington Wage Tax Law. This law
applies to people living and/or working in the City of Wilmington.

6. The U.S. Department of Commerce monitors Procurement transaction made to minority business enterprises by
the City of Wilmington. The Minority Business Developments Agency's District Office reserves the right to contact the
successful minority proposer and/or subcontractor to confirm any participation in the Procurement process.

7. "The successful bidder certifies that they are not listed on the Federal Governmental, Excluded Parties List System
(www.epls.gov). This will be verified by the City of Wilmington and if listed may be grounds for rejection of the bid or
proposal.

8. " Award and Execution of Contract

A Consideration of Proposals. Before awarding the contract, a proposer may be required to show that
he/she has the ability, experience, necessary equipmernt, experienced personnei, and financial resources to
successfully carry out the work required by the contract,

The right is reserved to reject any and/or all proposals, to waive technicalities, to advertise for new
proposals, or fo proceed to do the work otherwise, if in the judgement of the department the best interest
of the City will be promoted thereby.

B. Award of Contract. The award of the contract, if it be awarded, must be within sixty (60) calendar days
after the opening of proposals to the qualified proposer whose proposal complies with all the
requirements prescribed. The successful bidder will be notified by letter mailed to the address shown on
his proposal that his proposal has been accepted and has been awarded the contract.

C. Cancellation of Award. The City reserves the n'ght to cancel the award of any contract at any time
before the execution of said contract by all parties without any liability against the City.

JA0115401 W0035702. DOC\3/ 1372012 IB-i




9. Any person doing business or seeking to do business with the City shall abide by the following Global Sullivan

Principles:

A Support universal human tights and particularly, those of employees, the communities within which you
operate, and parties with whom you do business.

B. Promote equal opportunity for employees at all levels of the company with respect to issues such as color,
race, gender, age, ethnicity, or religious beliefs, and operate without unacceptable worker treatment such
as the exploitation of children, physical punishment, female abuse, involuntary servitude, or other forms

of abuse.
C. Respect employee's voluntary freedom of association.
D. Compensate employees to enable them to meet at least their basic needs and provide the opportunity to

improve their skill and capability in order to raise their social and economic opportunities.

E. Provide a safe and healthy workplace; protect human health and the environment; and promote
sustainable development.

F. Promote fair competition including respect for intellectual and other property rights, and not offer, pay, or
accept bribes.
G. . Work with governments and communities in which you do business to improve the quality of life in those

communities - their educational, cultural, economic, and social well-being -- and seek to provide training
and opportunities for workers from disadvantaged backgrounds.

H. Promote the application of these principles by those with whom you do business.

JALO115401N\W0059702. DOC\3/13/2012 IB-2




CITY CONTRACT PS12016
ALARM REGISTRATION AND MANAGEMENT SERVICES




PSIZDIIG ~ ALARM REGISTRATION AND MANAGEMENT SERVICES

PRE-PROPOSAL QUESTIONS

Questions about the proposal should be directed to Tina Romano-Austin, City of Wilmington,
Division of Procurement and Records, Department of Finance, at tromano@WilmingtonDE.gov,
by 3:00 p.m. on Tuesday, March 27, 2012.

EXHIBITS AND APPENDICES

The Exhibits and Appendices below are hereby incorporated into and made a part of this Request
for Proposal (RFP).

e Exhibit A False Alarm Ordinance
* Appendix A Signature Acceptance Page
e Appendix B Alarm Registration and Management Services References

TERM OF CONTRACT

The term of this agreement shall be for three (3) years from the date of execution, and the City
shall have the right to renew with one two (2) year option.

JAI0115401\W0055585.DOC / 3/13/20121 Page 1 of 32




PS12016 - ALARM REGISTRATION AND MANAGEMENT SERVICES

SCOPE OF SERVICES

GENERAL SPECIFICATIONS

The Company will;

1. Maintain and manage the City's false alarm billing consistent with the City's alarm
ordinance.

2. Install, operate, process, and maintain the Alarm Registration and Management System
(ARMS) program in accordance with the transition plan outlined in the Proposal.

3. Process new applications for alarm permits

a.

b.
c.
d.

e
f.

Review of application for completeness and research any information that is
missing or incomplete; '

Ensure there are no outstanding false alarm fines or fees owed;

Enter permit information into the Alarm Tracking and Billing Systems (ATBS);
Issue permits using the incorporated numbering system from the City of
Wilmington Police Department (WPD);

. Issue notification of acceptance/denial of the application; and

Process returned checks.

4, Process renewals

a.
b.
c.

Monitor the expiration and renewal dates;
Mail notification for permit renewal; and
Ensure ATBS database is updated with renewal information.

5. Provide daily maintenance updates.

Y

a. Maintain database of alarm permits;
b.
C.

Provide daily transfer of permit database from the ATBS to the City system;
Receive a daily update of alarm incidents (True and False) from City system to be
tracked and billed;

Mail false alarm billing as well as perform collection efforts on returned billings;
Reconcile activity to cash receipts; and

Maintain account receivable database of permit holders with outstanding alarm
charges. '
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6. Provide all programming requirement of the ATBS

7. Generate management reports including the following:

a. Daily cash receipts;
b. Adjustments and
¢. Returned checks.

8. Information concerning to alarm ownership is confidential. The City is the sole owner of
this data and considers it proprietary. The Company may not use the alarm database for
any purpose outside the scope of the services required under the ATB contract, including
other City or Company operations.

9. Forms, Supplies, and Mailing — The Company shall be required to supply all of the
following items with regard to the administration and operation of the ATB system:

Registration Forms
Permits

False Alarm Notifications
Mailing and Postage
Invoices

oS o

10. Website Access — The Company shall implement an on-line registration to include but
not be limited to the following: :

Offer a secure site; _
Type and submit applications while on-line;
Download applications from the website;
Verify address information with Master Address File (Drop down boxes are
required in web application to eliminate data entry errors. City will provide a list
of street direction, street suffix, street type and jurisdiction values to be utilized in
the drop-down boxes); '
e. Provide capability for the customer to update any change of address information;
f. Provide capability for the customer to check on status of their alarm, payments
made or required and renewal date;
g. Provide limited access for monitoring companies;
- h. Generate an acceptance or denial email to applicant including information on
status of permit; and -
i. Accept payment online (secure site required).
j. Website shall provide information on fine structure, police response, appeal
process, education issues, and other topics related to the City's alarm ordinance.

e wp
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11. Company shall receive cooperation from the City's technology staff for all data
processing activity to support the following:

a. Daily alarm incidents transferred to the ATB system;

b. Daily additions, modifications and deletions to the ATB database;

¢. Daily update to City of permit modifications and new permits from the ATB
system and quarterly upload of the full database;

d. Weekly report to the ASC of any valid addresses that are not in the City's
database. This report will include the street number, street name, city and
applicant's name; and

¢. Resolve any address discrepancies with alarm companies.

12. Alarm Permits

a. Notify expiring permit holders of upcoming expiration dates.

b. The permit is valid for twelve (12} months and will be required to renew if the
alarm user wants the alarm to remain active, The Company must provide thirty
(30) days written notice of expiration date to permit holder.

¢. Change permit status as directed by WPD.

13. Provide marketing and communications support

a. Provide a maximum of ten thousand dollars ($10,000) funding for marketing and
communications support through point of purchase displays, brochure production,
faise alarm notification stickers and distribution to new and existing permit
holders and other support as needed to effectively administer the program.

b. All Company marketing and communications material are subject to the approval
of the City. :

14, Registration

a. Information required to register an alarm:

i. Name;

ii. Permit holder's address (including suite/apartment number/letter, or some
other individual identifier that distinguishes it apart from other
locations with similar address);

ili. Telephone number of the permit holder who will be responsible for the
proper maintenance and operation of the alarm system and payment
of any fees; '

iv. Type of permitted location (residential or commercial); .

v. Street address of property where alarm is located including apartment
number/letter, or some other individual identifier that distinguishes it
apart from other locations with similar address;

vi. Names and telephone number of two (2) contact persons;

vii. Name of alarm monitoring company;

viii. Name of alarm installation company,

IA0115401\W0059585.DOC / 3/13/20124 Page 4 0of 32




15. Incident Reporting

a. Verify valid permit at time of notification;

b. No police response (upon notification by alarm company) without current valid
permit; and .

¢. Federal, state, and local authorities claiming sovereign immunity by law cannot
pay penalties.

d. Incident Costs and limitations table based on the City Ordinance:

Number of False Time | _, . . . .| Unregistered
Alarms Frime Residential] Commercial Systems
First Violation Within 12| No Fine No Fine £100.00 for
months each response;
Second Violation Within 12| No Fine No Fine
months
Third Violation Within 12|  $100.00 $250.00
months
Fourth Violation Within 12|  $200.00 $400.00
months
Fifth Violation or More | Within 12}  $250.00 $550.00
months
Registration Fees
Time Frame Users “ Contractors Monitors
Initial Permit
Application $20.00 | $50.00 $100.00
Late Fees by Alarm Systems Qwners
Time Frame Users Contractors Monitors
Within 30 Days $25.00 $25.00 $25.00

Note: When Monitor and Contractor are the same company, the fee is $100.00.

e. False alarms will be tracked on a continuous twelve (12) month basis from the
date on which the permit was issued.

16. Additional Ordinance Provisions

a. Alarm system owners must register their alarms (auto, fire, and medical alarms
are excluded); :

b. There will be only one (1) permit issued for one (1) address no maiter the number
of structures present;

¢. Local, state, and federal buildings will be required to register. These registrations
do not require a fee; and
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d. The permit or permit number cannot be transferred to another person.
e. The alarm user is required to notify the Company or designee of any change that
alters any information listed on the permit application.

17. Technical Specifications — Overview -of Requirement for System Operations and
Services.

a. The Company shall maintain all master file and detail transactions on the
proposed ATB system developed.. The Company's system shall accommodate
easy "user friendly ad hoc inquiry,” The system shall permit the designated City
personnel to have full access to modify, update, and analyze any records on the
system.

b. A daily update is envisioned to provide the necessary data exchange between the
systems. City's staff will require on-line terminal access to the ATB system for
inquiry and update purposes. The update shall include:

i. Data modifications, additions, deleted date, and any other pertinent
information requested by City.
ii. Permit Issuance/Renewal Suspension,

¢. The Company shall provide City with alarm permits in a format specified by City.
City reserves the right to change the format, though will consult in advance with
the Company to ensure a successful transition and minimize service interruptions.

d. City shall provide advance notice in writing to Company when changes to the
system are expected. :

18. The Company shall capture the following information in relation to tile:

Applicant/permit holder;

Permit number; _

Site, city and address within City (including suite/apartment number/letter), or
some other individual identifier that distinguishes it apart from other locations
with similar addresses;

Type of property (residential or commercial);

Business Name;

Owner's Name;

Telephone number;

Name of alarm monitoring company; and -

Name of alarm instaliation company.

o

=~ ER e A

19. The Company shall maintain the following critical dates:

a. Permit issne date and renewal date -
b. Permit suspension date(s) and all offenses associated with the permit.
¢. Permit reinstatement date, '
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20. Account Management — The Company shall identify and maintain the following
account types:

a.
b.

Permit Holder; and .
Privately owned and maintained, non-permit holders, panic and/or hold-up alarm

(tracking purposes only).

21. Database Management

a.

o o

The Company and the City will coordinate the GEO database transfer and layout
interfaces during implementation. These data and transport media shall remain
the proprietary property of City of Wilmington, Delaware;

The Company shall maintain reasons for denial of issuance of a permit for
example: Application incomplete, misleading or false;

Applicant/permit holder has unpaid charges/fees;

The Company shall upload existing alarm permits;

The Company shall have the system set aside a permit/invoice when an appeal has
been sent to City.

The Company shall generate a new invoice for an existing fine after City has
heard and denied an appeal. This would reset the thirty (30) days for an overdue
payment;

The Company shall notify the permit holder of accepted or denied application;
The Company" shall generate suspension notices based upon reasons provided by
City; .

The Company shall recalculate the number of alarms and amount owed after City
sends in a call change; :

The Company shall maintain historical information on permit issuance, renewal,
suspension, and reinstatement on each property for a twenty-four (24) month
period;

The Company shall maintain current permit status information;

The Company shall maintain incident count (true and false) information on each
permit; : _

The Company shall provide cross-reference capabilities between permit holder
name, address, permit number, and invoice number;

The Company shall perform "soundex" search on permit holders and addresses;
The Company shall print in a format to be determined during implementation;
The Company shall track alarms-not reported by alarm monitoring companies
(audible alarms); and -

The Company shall generate and mail a "false alarm notification” to the permit
holder for every occurrence. '
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22. Incident Record Keeginrg — The Company shall maintain a table of incident criteria
including:

a. Permit holder, number of incidents;

b. Non-permit owner (name and address);

¢. c. Number of false alarms before fitst suspension; and
d. d. Number of false alarms for second suspension.

23. System Interface — The Company shall interface with the Police Department's system in
a manner to be defined during implementation.

24. Accounts Receivable and Billing — The Company shall be responsible for the following:
a. Capture the following additional data for establishment of an account for billing
purposes:
i. Permit number (account number); and
ii. Billing name and address (if different).
b. Maintain an active/inactive flag. This will prevent a renewal notice being
generated on permits, which have been resolved.
¢. Determine false alarm charge based on the following;
i, Numerical incident within 12 month period;
ii. Type of incident; and ‘
iii. Category of alarm permit holder (residential/commercial).
d. Generate billings for alarm charges which include the following information:
i.  Past amount due
ii. Payments made
iii. Adjustments
iv. Invoice Date
v. Invoice Number
vi. City (CAD) incident number
vii. Type of Incident
viii, Resource/description
ix. Time/date received
X. Show all incidents and their associated charges during the current billing
period including "Waived:Calls"
e. Provide balance forward capability on billings.
f. Waive fees and make appropriate adjustments to the total count only after
requested by City.
g. Input miscellaneous charges on an account directly to the accounts receivabie
system (i.e., returned check charge).
h. Incorporate skip tracing procedures on returned billings.
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25. Collections

a.

S

g.

Input cash receipts and indicate which charges/fees to apply payment; Apply
partial payment on collection of charges only;

Process returned checks; ,

Process cash receipts the same day as received;

Accept Credit Card payments on line;

State clearly what goes to our percentage of forgiven fines in the event a call was
mislabeled/cleared incorrectly; and

In the case of a conversion, accurately move all information to the new system,
and ensure that permits are not to be placed into an inactive file.

The City reserves the right to assign past due accounts to the contractor or not.

26. Reports — Generate at least the following reports

oo

o

S

Listing of permits by number, name, address, alarm company, and police district;
Listing of permit counts in all categories;

Listing of outstanding charges;

Listing of cash transactions per day (or by any specific dates) including; cash
received by billing type, account adjustments, and returned checks;

Deposit report for weekly/monthly collections;

Monthly alarm roster that includes a detail of incidents generated by alarm
company;

An incident exception report generated during daily incident update process from
City's system including non-permit holder incidents and type codes other than true
or false _

Provide reports in both alpha and permit number order;

Monthly report to list the receivablé balance: and

End of fiscal year detailed report of all outstanding receivables.

A six (6) month report that includes the number of registered users, number of
monitors, number of providers, ‘total fees collected, and other statistics as
mutually agreed by the parties during implementation.

27. System Attributes

a.

b.

System Availability — The system should be available twenty-four (24) hours a
day, seven (7) days a week.

Back-Up Systems Disaster Recovery — The Company shall provide a disaster
recovery plan to be approved by City. The Company upon concurrence shall
implement the approval plan. The Company shall be required to keep back-ups of
data and have secure off-site storage approved by City.
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28. Production Control

a.

Transfer of data/process schedule: Alarm incidents shall be captured by City's
system over the twenty-four (24) hour period from midnight to midnight. City's
system will transfer this data to.the AM system no later than 8:00 a.m. the
following day.

The Company shall transfer a skeleton version of the entire permit database (if
required) that includes, but is not limited to, the new incident count and status of
each account. This data shall be delivered to the City's FTP site no later than 8:00
p.m. the same day, providing a maximum window of twenty-four (24) hours to
process the incidents.

It will be the Company's responsibility to accommodate all data transfers by file
transfer protocol (FIT) or other method by mutual agreement.

Delivery of Outputs - Daily reports shall be delivered electronically to City by
mutually agreed upon time each day. Monthly reports shall be delivered no later
than seven (7) working days after the end of the month.

29. Assistance on Contacts

a.

User Support: The Company shall provide contact for daily assistance in each
area of responsibility including user support, systems support, and operations

support,
The Company shall provide on-site training of City personnel with reasonable

notice upon request.

30. Response to Citizen Inquiries and Requests

a.

The Company shall prove e a customer support center through a toll-free or local
number to answer citizen telephone inquiries between the hours of 8:30 a.m.
EST/EDT and 5:00 p.m. EST/EDT, Monday through Friday, (excluding holidays
recognized/specified by the City of Wilmington).

The Company shall provide personnel to answer basic questions from persons
billed, such as billing, address correction, and whom to contact at City for further
questions.  The Company shall- provide telephones, space, and all other
requirements to perform this task.

The Company shall provide a separate toll free or local number and contact for
City personnel.
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31. System Access Authority Change

a.

The Company shall maintain a level of security, which ensures only authorized
personnel to have access to the ATBS. All changes to the system access shall be
provided to the Company in writing,

It shall be the responsibility of the Company to control and ensure that only
appropriate Company personnel have access to the ATB system. City may
require the Company to provide a list of all users who have access. Information
provided to the Company may not be used for any purpose, other than the
operation of the ATB system on behalf of City, without the express written
permission of City. Unauthorized use of this information may result in
cancellation of this contract.

32. Application Program Installation

a.

b.

The Company shall be responsible for the development, programming, testing,
training, and installation of the ATB system.

Test results demonstrating proper functionality of the STB system shall be
presented and reviewed with City's designated technology representative for sign-
off and approval.

External interfaces between City and the Company shall be tested and accepted
prior to commencement of services.

33. Documentation

a.

b.

The Company shall be responsible for maintaining appropriate systems
documentation including program listings and file layouts. The Company shall
produce documentation for review upon City's request.

The Company shall provide appropriate end-user documentation, which includes,
screen input, processing schedules, and report examples,

34. Enhancements

a.

Enhancements may be requested by City as required. Expected turnaround of
enhancement requests shall be determined by urgency (i.e., ordinance change).
Therefore, input is requested from the Company relative to the methods and
pricing for the enhancements requests. '
Enhancements may be requested due to but not limited to the following:
Ordinance changes; changes to the file layout, annexations, street name changes,
processing, and identified improvements in the system from users.
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35. City Responsibilities

Notwithstanding any other responsibility or requirement of the City set forth in this
Agreement, the City shall;

a. Designate a City Program Manager who will coordinate all communication
between the Company and all other parties and who is authorized to act on behalf
of the City. For purposes of this Agreement, the City Program Manager shall be
the Chief of Police, or his designee.

b. City of Wilmington will provide computer workstations for all City employees
and agents that will access the ATBS. Workstations that will access the ATBS
must at least have processors of 1 GHz or faster, 256 Mb of RAM, a 20 Gb hard
drive with 500 Mb of free space, a CD/DVD drive and Windows 2000 or XP
operating systems. Monitors and graphics cards should be capable of providing
1024 x 768 screen resolution.

36. Insurance

The contractor shall obtain at its expense, at a minimum, insurance coverage as set forth
below within ten (10) days of contract award, send a duplicate copy of the insurance
policies to the City, and keep such insurance in force throughout the contract period. All
insurance provided by the Contractor as required in this section, except comprehensive
automobile liability insurance, shall set forth the City as an additional insured. All
insurance shall be written with responsible companies licensed by the State of Delaware
with a duplicate copy to be sent to the City within ten (10) days of contract award. The
policies of insurance shall provide for at least thirty (30} days written notice to the City
prior to their termination.

a. Public Liability and Property Damage Insurance: Insurance against liability for
personal and bodily injury and property damage in the amount of $1,000,000 for
cach individual and $2,000,000 in the aggregate (liability) and $1,000,000
(property). .

b. Workers’ Compensation: The Contractor shall carry Workers’ Compensation
insurance covering all of its employees employed upon the premises and in
connection with its other operations pertaining to this agreement. The Contractors
shall agree to comply at all times with the provisions of the workers’
compensation laws of the State of Delaware.

¢. Comprehensive Automobile Liability Insurance: The Contractor shall carry
comprehensive automobile liability insurance applicable to owned, non-owned,
and hired vehicles against liability for bodily injury and property damage in an
amount not less than that required by laws of the State of Delaware.
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37. Employment Provisions

Goal Statement for Disadvantage Business Participation

In order to expand opportunities and insure fair participation for disadvantaged
individuals and businesses in its professional services contracts, the City has set a goal
off 10% Disadvantaged Business Enterprise (DBE) participation for its procurement of
services.

Questions regarding the DBE program should be directed to the City’s EEO/Contractor
Compliance Office at 302-576-2131.

338. References

Service Providers shall include with the response to this RFP, five (5) references from
contracts similar in size and scope of services to those outlined in Scope. References
shall be from existing contracts and shall include the following information: company
name, company address, contact name, contact phone number, and contact fax number.
References should be listed on Appendix "A" titled Alarm Registration and Management
Services References.

39. Pricing

Vendors shall quote the percentage of each fee that will be paid to the City of
Wilmington.

40. Evaluation Criteria

Price proposal;

Experience, resources, financial resources and references;

Ability to register and track all permnits based on the RFP;

Ability to provide required reports to Wilmington Department of Police;

Ability and ease of web access for Alarm users and the City of Wilmington
personnel;

Ability to convert data provided by Wilmington Department of Police;

Ability to flag account per ordinance; and

Location of firm a

cRoTR

)

7o
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ALARM REGISTRATION AND MANAGEMENT SERVICES

PS12016

APPENDIX A

SIGNATURE/ACCEPTANCE PAGE

Name of Company

Telephone No.

Authorized Signature

Federal Tax [.D. No.

Printed Name

Email/Website

Sales Representative

JAI0T115401\W0059585.DOC / 3/13/201214

Page 14 of 32




ALARM REGISTRATION AND MANAGEMENT SERVICES

PS12016

APPENDIX B

ALARM REGISTRATION AND MANAGEMENT SERVICES REFERENCES
(PLEASE TYPE OR PRINT A SUMMARY OF YOUR RESPONSE BELOW)

Reference One Company Name

Reference One Contact Name

Reference One Phone Number

Reference One Fax Number

Reference Two Company Name

Reference Two Contact Name

Reference Two Phone Number

Reference Two Fax Number

Reference Three Company Name

Reference Three Contact Name
Reference Three Phone Number
Reference Three Fax Number

Reference Four Company Name

Reference Four Contact Name

Reference Four Phone Number

Reference Four Fax Number

Reference Five Company Name

Reference Five Contact Name

Reference Five Phone Number

Reference Five Fax Number
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ALARM REGISTRATION AND MANAGEMENT SERVICES

PS12016
2,

7 t;_.‘.”‘,.. APPENDIX C

) SUBSTITUTE NO. 1 TO ORDINANCE 06-042
Rev. 1 : .
#2640 AN ORDINANCE TO AMEND CHAPTER 10 OF THE CITY CODE TO REPLACE
Sponsor: THE EXISTING ARTICLE H “ALARM SYSTEMS” WITH THE ADOPTION OF A

NEW ARTICLE I “FALSE ALARMS.”

Conncil
Member
Brown

WHEREAS, the Wilmington Police Department responds to over fourtegn thousand
(14,000) alarms each year; and '

WHEREAS, these false alarms place a drain on the resources of the police
department without consequences to the pmperty owner; and

WHEREAS, certain council members, along with the police depariment, have
reviewed the provisions of the City Code regarding alarm systems and have proposed
revisions to enable the city government to handic false alarms efficiently and to provide
quality service to ifs citizens; and

WHEREAS, this City Council deéms it necessary and proper to adopt provigions in a
new City Code Chapter 10 Article i1, “False Alarms™.

THE COUNCIL OF THE CITY OF WILMINGTON HEREBY ORDAINS:

SECTION 1. Chapter 10 of the City Code is hereby amended by deleting Chapter 10
in its entirety (the provisions of which are_‘set forth in Exhibit “B™) and adopting a new
Chapter 10 as set forth in the document attached hereto and made a part hereof as Exhibit
“A”, entitled “False Alarms”, copies of wﬁich shall be on file in the City Clerk’s office and
which shall constitute and be codified as Chapter 10 Article IL, “False Alarms” of the City
Code. R

SECTION 2. Severability. The provisions of this Ordinance are declared to be
severable in accordance with the provisioné of Wilnt. C. §1-9 which reads as follows: It is

hereby declared to be the intention of the city council that the sections, paragraphs, sentences,
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clauses and phrases of this Code are severable, and if any phrase, clause, sentence, paragraph

or section of this Code shall be declared unconstitutional or invalid by the valid judgment or

decree of a court of competent jurisdiction, such unconstitutionality or invalidity shall not

affect any of the remaining phrases, clauses, sentences, paragraphs and sections of this Code,
SECTION 3. .This ordinamce shail i:ecome effective on January 1, 2007 upon its

passage by City Council and approvat of fﬂe Mayor.

sed by Gity Council, September 21, 2006

W

prdTemn Preé&@y(fc;ty Council

e\ Mothe [ Rz,

City Clerk
Approved as to form this / ¥4
day of Sepbenbes, 2006
City Solicitor
Approved this_05 7 dayof _%’ga 2006
i rn
Mayor

SYNOPSIS: This Ordinance amends Chapter 10 of the City Code to replace the existing
articie H “Alarm Systems™ with the new article I “False Alarms”,
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Ezbibit “A”

Article TI, “False Alarms”
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Section 10- 36, Definitions

The following words, terms and phrases, when used in this article, shall have the meanings
ascribed to them in this section, except where the context clearly indicates a different
meaning:

a} Alarm systern, A device or series of devices that emits, transmits, or relays:
i) an audible, visual, or electronic alarm signal that is electronically
programmed to cause contact with or summon police;
i)  anaudible or visual alarm system that is intended to elicit a police
response at the alarm system user’s property when activated.

b} Alam system does not include;
i) telephone lines used to carry alarm systems; or
i} any device installed in a vehicle, as defined in the Delaware Motor
Vehicle Law,

¢) Contractor. Any person engaged in the business of installing, maintaining,
altering, inspecting, administering, selling, or servicing alarm systems.

d) False Alany. Any alarm system that:
D) results in a police response to the user's property; and
if} for which no evidence is found, after reasonable investigation, of any
criminal activity, property damage, or medical emergency that would
justify a police response.

€) False alarm does not inciude:
i) an alarm system that is cancelled by the monitor before a responding
police officer arrives at the alarm location; and
ii) an alarm signal that occurs within thirty (30) days from the original
" installation of the alexm system,

f) Hold-up alarm. A silent alarm system that is manually activated to signal robbery
in progress.

g} Monitor. A person engapged in }lze business of monitoring alarm systems for the
purpose of reporting alarm system’s activity to the Police Department.

h) Panmic Alarm. An alarm system ihat is activated by an individual on or near the
premises to alert others that 2 robbery or other crime is in progress,

i) Person. An individual, a receiv._'ex, trustee, puardian, personal representative,

fiduciary, or representative of any kind; or a partnership, firm, association,
corporation, or other entity of auy kind.

. A-l
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j) User. Bxcept as specified in paragraph (k) of this subsection, a user is the owner
or lessee of any alarm system; the owner or lessee of any dwelling wmit, place of
business, or other premises that has been equipped with alarm systems; or any
person that uses an alarm system.

k) User doeg not include: the owner or manager of a multi-tenant building with
respect to any alarm system used solely by a tenant of that building.

1) Alarm administrator: a person or persons designated by the City of Wilmington to
administer, control and review the reduction efforts and administer the provisions
of this Article. The alarm administrator shall coordinste police protocols through
the Chief of Police or his designee in the application of this Article,

Section 10-37. Regulation

An Alarm administrator is a person or persons designated by the City of Wilmington to
administer, control and review the reduction efforts and administer the provisions of this
Article. The Alarm Administrator shall be retained by the enactment date of this legislation

Section 10-38. Registration
a) Contractor. An alarm system contractor must register with the Alarm Administrator
before undertaking to install, maintain, alter, administer, sell, or service any alarm systems in
the City of Wilmington. A $50,00 non-refundable registration fee must be paid with each
registration form. The contractor registration must be renewed armually.

b) Monitors. An alarm system monitor must register with the Alarm Administrator
before undertaking to monitor any alarm system in the City of Wilmington. A $100.00 non-
refundable registration fee must be paid with each registration form. The monitor registration
must be renewed annually.

In the event the monitor and contractor are the same company, then only the monitor
registration fee shatl be paid.

¢) Users. An alarm system user must register with the Alarm Administrator before the
user's alarm system causes contact with or.results in a police response at the user’s property.
A $20.00 non-refindable registration fee must be paid with each registration form. The alarm
system registration raust be rencwed annally.

d) Registration does not apply to fire, car or medical alert alarm systems,

€) Failure of any alarm systems contractor and/or monitor to register with the Alarm
Administrator shall prevent the contractor and/or monitor from obtaining a City of
Wilmington business license.

Section 10-39 Notices and Reports.
a) Notice to user.

A2
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1)} any person who sells or leases an alarm system must post
conspicucusly in that person's place of business a copy of a user’s
obligation to register under this article.

2) if a sale or lease transaction ocours outside the person’s place of
business, or if the person does not maintain a place of business in a
commercial establishment, this notice must be provided to the user,
in writing before activation takes'place.

b) R 10 the Alarm Administrator- unmoni tems,

1) if the person selling or leasing an alarm system is not under contract
to moniior that system, the person must report the transaction to the
Alarm Administrator.

2) This report must be made within five (5) business days of the sale
or lease and contain the user’s name, address and telephone
numbers, the make and model of the system, and any other
information that the Alarm Administrator requires,

¢) Report to the Alarm Administrator — monitored systems

1) Each monitor doing business in the City must provide the Alarm
Administrator with an annual report and & monthly update of all
users in the City to whom the monitor is currently providing
services in a manner designated by the Alarm Administrator.

2) Thisreport must be made at the time the Alarm Administrator
requires and contain each user’s name, address and telephone
number; and any other information the Alarm Administrators
requires.

Seciion 10-40. Unregistered Users

a) Prohibited Conduct. It is unlawful for the alarm system of any unregistered user to
cause contact with or summon City police. For purposes of the penalties imposed by this
article, cach event that canses contact with or summons the police constitutes a separate
offense.

b) Monitor to report activation. Any alarm system monitor who detects an alarm
system from an unregistered alarm system user or locetion shall report the activation to the
Alarm Administrator in writing within five (5) business days of the detection,

Section 10-41. Duties and responsibilities
Alarm User :
a) An alarm user shall: .
1) maintain the alamm site and the alarm system in a manner that will minimize or
eliminate false alarms;
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2) make every reasonable effort to have a responder to the alarm’s location within
thirty (30) minute when requested by a lawenforcement authority order to:
i. deactivate an alarm system;

ii. provide access to the alam gite; and/or
iii provide alternative security for the alarm site.
3) activate an alarm system only for its intended purposes.

b) An alarm user shall adjust the mechanism or cause the mechanism to be adjusted so that an
alarm signal audible on the exterior of an alarm site will sound for no longer than ten (16)
minutes after being activated. _

¢) An alarm user shall have a licensed company inspect the alarm system afier the occurrence
of four (4) false alarms in any twelve (12) month period. The alarm administrator may waive
a required inspection if he or she determines that a falze alarm(s) could not have been related
to a defect or malfimetion in the alarm system.

d} An alarm user shall not use automatic voice dialers,

¢) An alarm user shall maintain, at each alarm site a set of written operating instructions for
each alarm system.

Alarm Installer ‘

a) the glarm installation company shail provide written and oral instructions to each of its
alarm users on the proper operation of their alarm system. Such instructions shall specificaliy
include all the instructions necessary to turn the alarm system on and off and to avoid false
alarms,

b} An alarm instaliation company shai} noi use automatic voice dialers.

¢} After completion of the installation of :m alarm system, an alarm instatlation company
employee shail review with the alarm user a false alarm prevention checklist approved by the
Alarm Administrator.

Monitoring Company
a) A monitoring company shall:
1) report alarm signals by using telephone numbers designated by the Alarm
Administrator;

2) verify every alarm signal with an initial and secondary call to the site of the alarm,
before requesting a law enforcement authority response fo an alarm system signal
by calling the site of the alarm, m(cept for any panic, duress or holdup robbery
alarm activation;

A4
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3) communicate alarm dispatch requests to law enforcement authority in a manner
and form determined by the Alarm Administrator;

4) ensure that all users of the alarm systems equipped with a duress, holdup or panic
alarm are given adequate training as to the proper use of the duress, holdup or
panic alarm;

5) communicate available mformation about the location of all alarm signals related
1o the alarm dispatch request;

6) communicate the type of alarm activation (silent or audible, interjor or exterior);

7) provide an alarm user registration number when requesting law enforcement
dispatch;

8) after an alamn dispatch request, promptly advise law enforcement authority if the
i monitoring company knows that the alarm user or the responder is on the way to
| the alarm site;

9) attempt to contact the alarm user responder within 24 hours, via mail, fax
telephone or electronic means when an alamm dispatch request is made; and

10} upon the effective date of this Article, monitoring companies must maintain for a
period of at least one (1) year from the date of the alarm dispatch request, records
relating to the alarm dispatch requests. Records must include the name, address,
and telephone number of the alarm user, the alarm system zone(s) activated, the
time of the alarm dispatch request and evidence of an attempt to verify. The
Alarm Administraior may request copies of such records for individually named
alarm users. If the request is made within sixty (60) days of the alarm dispatch
request, the monitoring company shall furnish requested records within three (3)
business days of receiving the request, If the records are requested between sixty
days {60) and one (1) year after the alanm dispatch request, the monitoring
company shall furnish the requested records within thirty (30) days of receiving
the request.

b) An alarm system installation company and/or moritoring company that purchases alarm
system accounts from another person shall notify the Alarm Administrator of such purchase
and provide details as may be reasonably requested by the Alarm Administrator.

Alarm administrator
a) The alarm administrator shall:
1) designate a manner, form and telephone number for the communication of alarm

dispatch reguests; and
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2) establish procedure to accept cancellation of alarm system dispaich requests;
b) The alarm administrator shall establish a procedure to record such information on alarm
dispatch requests necessary to permit the Alarm Administrator to maintain records, including,
but not limited to, the information listed below:

1) identification of the registration number for the alarm site;

2) identification of the alarm site;

3) date and time alarm dispatch request was received including the name of the
monitoring company and the monitoring operator name and number;

4) date and time of law enforcement authority arrival at the alarm site;
5) zone and zone description, if available;

6) weather conditions;

7) name of the alarm user’s representative at the alarm site, if any;

8) identification of the responsible alarm installation company or menitoring
company;

9) if the law enforcement authority was unable to locate the address of the alarm site;
and

10) canse of the alarm signal, if known.

¢) The Alarm Administrator shall establish a procedure for the notifying the alarm user of
false alarms. The notice shall include the following information:

1) the date and time of the law enfémetnent anthority response to the false alarm; and

2) astatement urging the alarm user to ensure that the alarm system is properly
operated, inspected, and serviced in order to avoid false alarms and resulting fines.

d) The Alarm Administrator may require a conference with an alarm user and the alarm
instatlation company and/or monitoring company responsible for the repair or monitoring of
the alarm system to review the circumstances of each false alarm.

€) The Alarm Administrator may require an alarm user to remove a holdup alarm thatis a
single action, non-recessed button, if a false holdup alarm has cccurred.
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f) The Alarm Administrator shall provide to the City an annual repert stating the number of
false alarms, the number of cancellations, t6tal fines collected and any additional information

requested by the City of Wilmington,

Section 10-42. False Alarm Fees,

a) User responsible. The user of an alarm system is responsible for payment to the
City of the false alarm fees imposed under this section. For purposes of this section, two (2)
or more false alarms that occur within the same calendar day as the result of a single event are
considered a single false alarm.

b) Fee Schedule. Afier two (2) false alarms in any twelve (12) month period, a false
alarm fee is imposed for each false alarm based on the following fee schedule:

Fal within 12+ iod fees:

’ Resident Commercial Unregistered systems

1* No fee No fee $100.00 for each

20 No fee No fee response,

3@ $100 $250

T $200 $400

5" ormore  $250 $550

¢) An alarm system that is cancelled by the monitor before a responding law
enforcement authority arrives at the alarm location is not & considered a false alarm subject to
the fees listed within this section.

d) Waivers. The Alarm Administrator must waive one (1) false alarm fee if the alarm
gystem user has the alarm system inspected by a registered contractor or monitor and obtains
from the contractor or monitor a certification that the alarm system has been inspecied and is
functioning properly. If a false alarm fee is waived under this section and the user is subject
to a subsequent false alarm fee, the subsequent fee will be assessed as if the previous fee had
not been waived. :

e) Appeals, An alarm system user may appeal any false alarm fee to the Alarm
Administrator or his designee, in writing with accompanying documentation demonstrating
why the false alarm fee should be rescinded within ten (10) days of receiving the false alarm
fee notice. -

f) Exception. Senior citizens age 65 or older shall be exempt from false alarm fees.
g) Late Fee. A late fee of $25.00 shall be assessed for any false alarm fee that is not
paid within thirty (30) days of the Alarm Administrator notice that the false alarm fee has

been imposed or if a timely appeal has been made within thirty (30) days of the final decision
of that appeal. If the false alarm fee is not paid within ten (10) business days of the notice that

A7
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the late fee has been imposed, the Alarm Administrator must notify the Police Depariment
and may place the user’s alarm on no-response status, as provided in this section.

h) Warning of no-response status. ‘After a 6™ false alanm within a twelve (12) month
period, the Alarm Administrator shall send a warning notice by certified mail, return receipt
requested, to the user with a copy by regular mail to the monitor, The notice must state that a
6" false alarm has ocourred; if seven (7) or more false alarms occur within any twelve (12)
month period, the user’s alarm system will be placed on no-response status; reinstatement
may only be obtained on written application to the Alarm Administrator and Chief of Police.

Section 10-43. No-response status
2) No responge status is defined in this section to mean that, except for hold up alarms
or panic alarms, the police will not be dispatched to investigate an elarm signal.

b) When reguired, an alarm system will be placed on no-response stafus if, after a
warning notice has been sent in accordance with this article, the alarm system has had seven
(7) or more false alarms in any 12-month period. The Alarm Administrator may reinstate the
alarm sysiem if the user applies in writing for reinstalement and the Alarm Administrator
finds that the alarm system has been repaired, upgraded, or replaced and the cause of the false
alarms has been corrected.

¢) The Alarm Administrator may place an alarm system on no-response statug if the
alarm system user has made any false statement of material fact in the user’s registration
application, or if the user®s registration is revoked, or the user fails to pay a timely fee
imposed under this article. '

d) This section does not apply to financial institution alarm sites.

Section 10-44. Automatic dialers prohibited.

No contractor, monifor, or user may install, operate, or maintain any device that on activation
of en alamm system sends 8 pre-recorded message or coded signal to the Police Department or
to any other City offices.

Section 1045, Government Immunity
a) Nothing herein shali ‘
1) preclude law enforcement authority from responding to duress, holdup or panic
alarms, calls describing emergencies or crimes in progress , or routine calls for
service;

2) lmit law enforcement authority. from issuing civil violation notices for false
alarms; or

3) be construed to create a duty to respond in any circumstances where such a duty
does not exist pursuant to the statutory or common law of Delaware.

A-8
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b) Alarm registration is not intended to, nor will it create a contract, duty or obligation, either
expressed or implied, of response. Any and-al liability and consequential damage resulting
from the failure to respond to a notification is hereby disclaimed and governmental immunity
as provided by law is retained. By applying for an alarm registration, the alarm user
acknowledges that law enforcement response may be infiuenced by factors such as: the
availability of police units, priority of call, weather conditions, traffic conditions, emergency
comditions, staffing levels and prior response history.

c) Al information contained in and gathered through the alarm registration applications shall
be held in confidence by all employees or tepresentatives of the City of Wilmington and by
any third party Alarm Administrator ot employees of a third-party administrator with access
to such information.
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Exhibit “B”
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1, ALARM SYSTEMS*

*Cross referonces: Businesses, Ch. 5.

Sec. 10-36, Definitions.

The following words, terms and phrases, when used in this article, shall have the
meanings ascribed fo them in this section, except where the context clearly indicates a
differant meaning:

Alarm systemr means any system which automatically or electronically notifies an
alarm vendor or other responsible party of suspected criminai activity and that alarm vendor
or responsible parly thereupon nofifies the police department; or any alarm system which
automatically or electronically sounds an alarm at the location of suspected criminal activity
and thereupon the owner, tenant of other person to be protected by the system or acting on
behalf of such person notiies the police department or a direct telephone alarm system.

Direct telephone alarm system means an alarm system which automatically or
electronically dials the police depariment communications center and plays a message
reciting the location of the suspected criminal activity, or, a system which is connected with a
ferminal located in the police depariment communications center and there sounds an
alarm.

False alarm means an alamn signal eliciting notification fo and a response by the
police department when a situalion requiring a response by the police department does nol
in fact exist, but does not include an alarm signal caused by violent conditions of nature or
other extraordinary circumstances not reasonably subject to control by the person
responsible for maintaining the alarm system and such conditions or circumstances shall be
an affirmative defense to be proved by a preponderance of the evidence.

(Code 1968, § 39-74(f); Ord. No, 82-053(sub 1), § He}, 7-2-92)
Cross references: Deiflnitions and rules of construction generally, § 1-2.

Sec. 10-37. Enforcement.

Prosecutions pursuant to the provisions of this article, under sections 10-39 and 10-
40 regarding registration and duly to respond, may be initiated by summeons and the person
or entity so charged shall have the option of paying the minimum fine applicable to the
offense charged at the office of the clerk ‘of municipal court without appearing in court. For
purposes of this arlicle, the payment of a minimum fine without appearing in court shall be
deemed to be a conviction for an offense. Monitoring of compliance with section 10-41 shall
be cartied out by the police department and citations issued thereunder shall be construed to
be of a civil nature and not of a criminal nature, having as their conseguence the imposition
of service charges and not criminal penalfies as a matter of legislative intent.

(Code 1968, § 39-74(g))

Bl
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Sec. 10-38. Avoidance of false alarms.

Each person who controls, Jeases, operales, owns, possesses, rents of services one
or more burglary and/or robbery alarm systems in one or more bulldings within the city shall
be responsible to maintain such system in a manner such as to minimize the number of
incidents of false alarm. The police department, through the crime prevention division, shall
monitor the frequency of false alarms and make such periodic reports as deemed necessary
by the chief of police.

{Code 1968, § 39-74(a); Ord. No, 82-053(sub 1), § 1(e), 7-2-82)
State law references; Falsely reporting an incident, 11 Del. C. § 1245,

Sec. 10-39. Registration.

It shaill be the duty of each party responsible for maintenance of an alarm system
under this arficle to reglster each alarm system located in the city with the police department,
crime prevention divisions on forms approved by the chief of police. Such registration form
shall include the name of the person for whom the alarm system has been Instalied, the
location and typa of alarm system, and the telephone number and name of a designated
person or persons who ¢an be contacted 24 hours per day if an alarm Is sounded. Any
parson or entlly violating the provisions of this subsection by failing to register shall, upon
conviction, be finad not less than $25.00 nor mora than $100.00 for each viotation.

(Code 1968, § 39-74(b); Ord. No. 92-053(sub 1), §5 1(e). 26{w), 7-2-92)

Sec. 10-40. Duty to respond.

After the receipt of a completed registration form for an alarm system, naming therein
‘_ a person designated to respond at the localion of alarms, it shall be the duty of such
designated person or persons to respond to the iocation of the alarm system within one hour
| of potification by the police department that an alam has been sounded. in exceptional

circumstances, the police department may extend the responss time aliowed hereunder, but
such extension shall not be for more than one additional hour. Any designated person who
upon notification by the polica department fails to respond to an alarm within the time period
specified or otherwise allowed shalf, upon conviction, be fined not less than $25.00 nor more
than $100.00 for each violation.

{Code 1968, § 39-74{c); Ord. No. 92-053(sub 1), § 1(e), 7-2-92)

‘ Sec. 10-41. Maintenance.

Any party responsible for maintenance as enumerated in section 10-38, such
maintenance to be monitored by the police department, shall be strictly responsible for and
subject fo

{1) A waming by the chief of police or any police officer acting in his behaif
by ordinary mail to the responsible party's address or to the premises on
which the alarm system Is located following the occurrence of five incidents of
false alarm within any period not exceeding 31 days.

(2) Upon the Issuance of a citation by the police department for the

B2

JA10115401\W0059585.DOC / 3/13/201230 - Page 30 of 32




occumrence of ten or more incidents of faise alarm within any period not
exceeding 31 days or the cccurrence of 20 or more incidents of false alarm
within any period not exceeding 90 days, a service charge of not less than
$25,00 nor mors than $100.00 shall ba imposed for such occurences. Upon a
second citation for such occurrence under this subsection within a period of
time two years in length, a service charge of not less than $50.00 nor more
than $200.00 shall be Imposed, and upon subsequent citations thereafter, still
within a two-year period, a service charge of not less than $100.00 nor more
than $500.00 shall be imposed by the police department. Payment of any and
all such service charges under this subsection shall be made at the revenue
division of the department of finance.

{Code 1968, § 39-74(d); Ord. No. 82-053(sub 1), § 1(d), 7-2-92)

Sac. 10-42. Direct telophone alarm systems.

In addition 1o the penalties provided in section 10-41, any party responsible for
maintenance of a direct telephone alarm system as enumerated in section 10-38 shall be |
subject to the following action by the police department:

{1) A waming with regard to continuation of such direct telephone hook-up
with the police communications center following the occurrence of three
incidents of false alamm within any 31-day perlod;

{2) Suspension of permission for such direct telephone hook-up with the
police communications center for a period of 30 days following the cccurrence
of ten incidents of false atarm within any one 31-day period; and

{3} Revocation of permission for such direct telephone hook-up following a
second occurrence involving ten or more incidents of false alarm within a 31-
day period or the occurrence of 20 or more incldents of false alarm over any
period not exceeding 90 days at the discretion of the crime prevention division
and the chief of police. -

(Code 1968, § 38-74{(e))

. B3
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Led

Fiscal Impact Statement

The Wilmington Police Department currently responds to approximately 7,000 false

alarms annyally, The response to false alarms takes an inordinate amount of police time.

This legislation is designed to reduce the number of false alanms thereby freeing officers
to respond to serious incidents. Minimal revenue impact is expected the first year.
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